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Abstract 
Family businesses represent the majority of firms and play a major economic role 
worldwide. Their survival is often threatened by conflicts between family members working 
together in their firms. Intra-familial conflict in family businesses is a complex issue that requires 
a comprehensive and a multifaceted approach. However, surprisingly little is known about the 
nature of intra-familial conflicts in family businesses. This study investigates the complexity of 
the conflicts in family top management teams and in particular the dimensions of the conflicts 
and their escalation.  
The literature review shows that studies on family business conflicts are limited and their 
results are inconclusive. Using a Critical Incident Technique (CIT) approach, this study collects 
data from individual and group interviews with 23 family and non-family employees of six large-
scale privately-held family businesses in Indonesia. Most of the participants reported various 
incidents of conflict between the family members in their firms. Their accounts provide a rich 
description of conflicts in family businesses which includes the focus of conflict, the parties, their 
reactions, the outcomes, and the process of escalation.  
The study develops new taxonomies of these conflicts as well as a theoretical model to 
explain how family business conflicts escalate and become destructive.  An inductive content 
analysis reveals two important issues: the dynamics of intergenerational conflicts and the 
escalation process of conflicts. For the first issue, this research suggests that in multigenerational 
and multimember family businesses, conflicts are more likely to be intergenerational than intra-
generational due to the role of senior members in daily business operations, generational 
differences, and a perception gap that exist between generations concerning each other‟s 
competencies in doing the business.  
For the second issue, the set of factors contributing to conflict escalation is related to how 
family members handle the conflict, how they manage their emotions, and how they are able to 
avoid non-family employee involvement. The results indicate that the use of a dominating 
strategy in dealing with conflict, as well as the expression of negative emotions are more likely to 
cause escalation. The recent study contributes new evidence to the study of family business 
conflicts. It is important to address the fact that often the involvement of non-family employees 
in a conflict leads to conflict escalation.  
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The study results and proposed model contribute to the development of a more 
comprehensive theory of conflict in family businesses. There are practical implications for 
people involved in family businesses at all levels, whether they are owners, family members, 
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Chapter 1: Introduction 
  
This thesis focuses on conflicts among family members (intra-familial conflict) working 
together in their firms. Intra-familial conflict has been recognized as the main factor that 
contributes to the failure of family businesses (Harvey, Cosier, & Novicevic, 1998; Merwe & 
Ellis, 2007). However, research in this area is limited (Benavides-Velasco, Quintana-García, & 
Guzmán-Parra, 2013; Hermann, Kessler, Nosé, & Suchy, 2011; Sharma, 2004).The aims of this 
research are to further explore the nature of conflict in family businesses and to gain 
understanding of its escalation.  
This chapter consists of nine sections. The first five sections briefly describe the 
background of the study, statement of the problem, purpose of the study, its rationale, and 
research questions. In the next section, the context of the study is presented followed by an 
overview of family businesses in Indonesia. The second to last section outlines the scope of the 
study, describing the definition of a family business used in this study, defining the scale of 
medium and large businesses, and providing the limitations of the study. Finally, this chapter 
concludes by presenting how the rest of the thesis is organized.  
Background 
Family businesses play a major economic role with around 65 to 80 percent of enterprises 
worldwide owned or controlled by families (Gersick, Davis, Hampton, & Lansberg, 1997). In 
2008, about 70 to 80 percent of enterprises across Europe were family businesses (Mandl, 2008) 
and 67 percent of all enterprises in Australia were family business (KPMG, 2009). The large 
proportion of family businesses has contributed significantly to national incomes. For instance, in 
2008, the number of family businesses in the UK was predicted to account for 65 percent of the 
total private sector enterprises and has contributed to about 31 percent of the country‟s Gross 
Domestic Product (IFB, 2008). Meanwhile, in the USA the proportion of family firms reached 80 
to 90 percent and its contribution to GDP ranged from 26 to 64 percent, depending on the criteria 
used to define family firms (Astrachan & McMillan, 2003). 
A family business is defined as a company where ownership, control, and key management 
positions are concentrated in a group of people who have familial relationships (Bertrand & 
Schoar, 2006). The existence of a family group in the business plays an important role because 
they usually determine the direction, policies, and sustainability of the business. Moreover, the 
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presence of family ties in a business could be a factor supporting the development of the 
company. They give financial support, provide interpersonal support, grant unpaid work, and 
work collectively to promote the well-being of the family and the business (Van Auken & 
Werbel, 2006). However, family members have diverse values, knowledge bases, motivations, 
and experiences that may generate different perspectives regarding the strategic decisions firms 
should take. Consequently, the most serious challenge to family members working together as a 
team is the occurrence of conflict among them.  
Although conflict is prevalent in any organization, conflict in family firms is even more 
complex. A family business is a complex system composed of three interacting subsystems: the 
business, the family, and the ownership structure (Gersick, et al., 1997; Tagiuri & Davis, 1996). 
Therefore, in addition to dealing with all the issues businesses generally experience, family firms 
face specific problems, such as differences in family and business values, sibling rivalry, 
nepotism, family members‟ voices, succession, sharing control among family members, 
compensation of family members, and the maintenance of non-family member loyalty (Eddleston 
& Kellermanns, 2007; Kellermanns & Eddleston, 2004; Sorenson, 1999). These often lead to 
intractable conflicts in family firms (Leibowitz, 1986).   
Past research has recognized some beneficial effects of moderate conflicts in a group, 
including improving efficiency, increasing productivity, and stimulating creativity (Harvey, et 
al., 1998); increasing opinions, preventing premature consensus, increasing members‟ 
involvement, and positively impacting the company performance (Eddleston & Kellermanns, 
2007). Yet, conflict can quickly escalate to a destructive level which has been acknowledged as 
the main factor of family business failure (Harvey, et al., 1998; Merwe & Ellis, 2007).  
Despite its jeopardizing the survival of family firms, conflict has not been extensively 
studied in family business research (Benavides-Velasco, et al., 2013; Hermann, et al., 2011; 
Sharma, 2004).  While there are many anecdotally-based books and articles on family business 
conflict (Astrachan & McMillan, 2003; Cosier & Harvey, 1998; Kellermanns & Eddleston, 2004; 
Van der Heyden, Blondel, & Carlock, 2005), little rigorous empirical research has been 
conducted. The lack of studies on this area has limited the development of a comprehensive 
understanding of conflict in a family business context (Sharma, 2004). Although the various 
dimensions of conflict have been well-documented in organizational literature, little is known 
about the nature of intra-familial conflicts in family firms.   
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The aim of this study is to enlarge the understanding of conflicts in family businesses in 
response to frequent calls for further research this area (Benavides-Velasco, et al., 2013; 
Hermann, et al., 2011; Sharma, 2004). 
Statement of the Problem 
Conflicts exist in any organizations, including family businesses. Although conflict can be 
constructive, many family businesses suffer with the negative impacts of conflict. In order to 
evolve strategies to control and reduce conflict, a comprehensive understanding of conflict in 
familial-related groups in family businesses is needed.  
Intra-familial conflict is a complex phenomenon. This conflict may arise from various 
sources, including the business, the family dynamic, and ownership succession (Wakefield & 
Sebora, 2004). Moreover, different personal values, norms and goals, communications, balance 
of power, and other organizational issues may lead to conflicts.  Conflict may be functional or 
dysfunctional. It may occur at different levels including personal, interpersonal, and group levels. 
It can also have different intensities and may involve individuals of the same generation or 
different generations.  However, family business literature does not provide a sufficient picture of 
this complex phenomenon. A clear portrait of intra-familial conflict is still lacking and more 
empirical studies are needed. To fill the gap, this thesis investigates the nature of intra-familial 
conflict in family businesses and examines factors that may influence the escalation of this 
conflict.    
Purpose of the Study 
This thesis focuses on family members in the top management teams (TMT) of family 
businesses, in particular their experiences with regard to conflicts between family members.  In 
this study, the interactions between three family business subsystems are taken into account to 
capture the taxonomy of conflicts in family firms and to identify factors that may cause the 
escalation of the conflicts. This work will provide richer understanding of family business 
conflict and analyze actual conflicts as a foundation for taking preventative actions or devising 
effective solutions.      
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Rationale 
Due to the substantial role and contribution of family firms (Breton-Miller, Miller, & 
Steier, 2004; Gersick, et al., 1997), it is important to give special attention to their survival. The 
involvement of people who have familial ties in the ownership and management of their business 
causes specific problems not faced by non-family firms. The lack of empirical studies in this field 
of research raises some basic issues, such as why conflicts generally occur in a family business, 
what fundamental issues underlie the emergence of conflict, and why the level of conflict in a 
family business varies.   
This study contributes to the development of a broader theory of conflict in family 
businesses. By gathering empirical data from family and non-family members‟ experiences and 
perspectives, this study attempts to identify and categorize the unique characteristics of family 
business conflict. There are practical implications from this study, which can assist businesses‟ 
sustainability. Everyone involved in family businesses, whether they are owners, employees, or 
business consultants, will have better information for preventing, managing, and resolving 
conflicts before they become destructive.  
Research Questions 
The following main research questions guide this study:  
1. What are the unique characteristics of family business conflict?  
2. What factors cause intra-familial conflicts in family businesses to escalate? 
Context of the Study 
This research is conducted in the context of family businesses in Indonesia in response to a 
gap in family business research in non-Anglo countries. In their review, Gupta and Levenburg 
(2010) show that cultural values of a country/region are significant factors in the diversity of 
family firms worldwide. Consequently, they suggest that to get a comprehensive understanding 
of family business studies in non-Anglo countries, existing studies, which primarily focus on the 
USA and other Anglo countries, need to be supplemented.   
Second, literature on family businesses in Indonesia is very limited, especially on family 
businesses that are privately held. The few existing studies examine publicly held family 
businesses (e.g., Carney, 2007) using secondary data. In general, privately held family businesses 
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are quite closed and the willingness of the family members to participate in a study is low. But 
this researcher will be able to draw on personal business contacts and social networks to gather 
primary empirical data.  
In addition, despite the increasing volume of family business studies, the contribution of 
Indonesian researchers to family business literature is low. A meta-analysis of family business 
papers published between 1961 and 2008 found that among 703 papers, only one article was 
contributed by a researcher from Indonesia (Benavides-Velasco, et al., 2013). Because of the 
large number of family businesses in this country, it is important to understand the nature of 
family businesses and their related issues, including intra-familial conflict.   
An Overview of Indonesia and Family Businesses in Indonesia 
The Republic of Indonesia is an archipelago in Southeast Asia that includes 13,466 islands 
(Ministry of Marine Affairs and Fisheries Republic of Indonesia, 2011). Administratively, 
Indonesia consists of 33 provinces, which are headed by a governor. At $846,832 million, 
Indonesia‟s GDP ranks as the 17th largest in the world (Worldbank, 2011). According to the 
2010 national census, the total population of Indonesia is approximately 237.6 million (BPS, 
2012), making it the fourth largest population worldwide.  
There are over 300 different ethnic groups, of which Javanese (45%) and Sundanese (15%) 
are the two largest ethnic groups; traditions; and linguistic varieties in Indonesia. Many aspects 
of people‟s lives, such as religion and kinship, also vary. These diversities have made Indonesia a 
complex and multicultural country and, therefore, create difficulties in identifying an Indonesian 
national culture. However, a literature review on Indonesian studies by Pekerti & Sendjaya 
(2010)  has identified some prominent values held by Indonesians, including: (1) maintenance of 
interpersonal/social harmony. Indonesian people are expected to keep harmony in their social 
relationships, such as family, neighborhood, or workplace, through mutual respect and 
adjustment to each other; (2) mutual assistance among members of a community. This refers to 
joint responsibility of the whole community to do joint tasks to achieve common benefits; and (3) 
maintenance of social hierarchies. People should know their places and positions in society. 
People with a higher status, position, and age are more respected. In a family, the father usually 
is considered at the top of the family hierarchy. The experiences and advice of elders should be 
respected. In addition, Hofstede‟s study found that Indonesia is characterized by low 
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individualism, large power distance, weak uncertainty avoidance, less masculinity orientation, 
and low indulgence (Hofstede, Hofstede, & Minkov, 2010). These characteristics indicate that 
Indonesian people adhere to values of collectivism and interdependence.  
Those common cultural norms and values influence every aspect of their lives. For 
example, Kaultz (2004) argues that harmony and hierarchy values, added with deliberation and 
consensus, are important norms and values used in how Indonesian people cope with conflict.  
The Indonesian Central Bureau of Statistics (BPS) reported that in 2006 the number of 
enterprises in the country was about 22.72 million (BPS, 2008). Most of those enterprises are 
micro (83.43%) and small (15.84%) scale businesses. Less than one percent are medium (0.53%) 
and large (0.20%) scale businesses.  The BPS also reported that more than 72 percent of the 
enterprises are concentrated in wholesale and retail trade (42.3%), manufacturing (14.2%) and 
restaurants and accommodation services (13.3%). Unfortunately, the economic census does not 
identify family businesses and there are no accurate details on their numbers. However, the large 
number of publicly traded companies controlled by families indicates that family firms are 
prevalent in Indonesia. In 1996  around 71.5 percent of publicly traded companies were 
controlled by families with at least 20 percent ownership (Claessens, Djankov, & Lang, 2000).   
The most recent economic census in 2006 reported that almost sixty-four percent of 
companies in Indonesia are concentrated on the island of Java which, excluding the agricultural 
sector, contribute to 62.19 percent of Indonesia‟s GDP (BPS, 2008). Businesses in Indonesia are 
dominated by ethnic Chinese who comprise only 3.5 percent of the population. This group of 
people own about 70 percent of enterprises and control more than 80 percent of the largest 
companies in Indonesia (Backman, 1999, pp. 207-208).  
Chinese family businesses have unique cultural value systems that distinguish them from 
Western and other Eastern cultures (Fan, 2000). Many studies show that Chinese cultural values 
influence Chinese business organizational and managerial practices and differentiate the Chinese 
managerial system (Sheh, 2001). The main Chinese cultural values in Chinese family business 
are characterized by humanism, familism, and centralized authority structures (Kiong, 2005; 
Sheh, 2001; Zapalska & Edwards, 2001). 
Humanism. Chinese values view the family as the essential social unit that drives 
collectivism and harmony (Zapalska & Edwards, 2001). Collectivism may tighten emotional ties 
in family members‟ interpersonal relationships. Based on courtesy, magnanimity, good faith, 
diligence, and kindness, Chinese family businesses are more relationship or people-oriented than 
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performance-oriented  (Sheh, 2001). In a collective society, individuals can expect their relatives, 
clan, or other in-groups to look after them in exchange for unquestioning loyalty (Lee, 1996).  
Familism. Chinese values are based on strong commitment to the family, so that the family 
members‟ activities are designed to preserve and increase wealth, status, and approval , as well as 
pass them on to future family members (Zapalska & Edwards, 2001). This is reflected in the way 
the business is run. Paternalism is a dominant characteristic in Chinese management because of 
the moral values and obligations of the leader (Lee, 1996; Sheh, 2001). In addition, Sheh 
mentions the attributes of familism which includes loyalty, solidarity, patriotism, filial piety, and 
trustworthiness.   
Centralized authority structures. As a family-oriented business, Chinese businesses have a 
strong emphasis on hierarchical order, of which the management position is based on the 
individual position and seniority in the family hierarchy (Sheh, 2001). Authority, control, and 
decision making are centralized and made by the head of the family who is the “boss” of the 
business (Kiong, 2005).  
The explanations above show that Indonesian and Chinese values have similarities in terms 
of their emphasis on the importance of harmony, hierarchical order, and collectivism.  
Scope of the Study 
The literature reviews defining a family business (e.g., Chua, Chrisman, & Sharma, 1999; 
Kontinen & Ojala, 2010) show that there is a lack of consensus among family business scholars. 
Generally, a family business is defined on the basis of ownership and the involvement of family 
members in management. But there are other considerations including strategic control, 
involvement of multiple generations, intention for the business to remain in the family, subjective 
perception, and behavior (Chua, et al., 1999). The level of ownership and family involvement 
varies widely in the different definitions. For example, some scholars use the criteria of a 
minimum of 51% or a majority ownership by one family. In terms of management involvement, 
some researchers use criteria stipulating that more than one family member influences the 
decisions of the company; others state that at least two family members should be actively 
involved in management, while others believe that a family business is a company in which 
different generations are actively involved in corporate management (Brockhaus, 2004).  
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Given the variety of definitions in the literature, it is important to state the position taken in 
this study. This thesis relies on the definition of Ibrahim and Ellis (2004, p. 5) who see a family 
business as one in which majority ownership is concentrated in a single family related by blood 
or marriage and with at least two family members involved in the TMT. Many family business 
studies in emerging economies have used a definition of a minimum of 20% family ownership 
(e.g., Claessens, et al., 2000). However, most of those studies have focused on publicly-held 
family businesses, which generally have many shareholders. For the purpose of this study, a 
minimum of 51% ownership is employed. This cut off is chosen because this study is conducted 
in the context of privately-held family businesses, which typically involve a small group of 
investors, such as the founder(s) of the company, and to ensure that family members can run the 
business in their best interests.  
Due to the variety of family business structures and their different levels of complexity 
(Distelberg & Blow, 2011), this study focuses on a very specific group of firms: medium-large 
scale privately-held family businesses with two or more family members from different 
generations involved in running the business. There are no widely accepted criteria for defining 
the scale of a business. Different indicators, such as the number of employees and the amount of 
revenue, can be used to classify the sizes of the businesses as small, medium, or large businesses. 
For the purpose of this study, the criterion established by the Indonesian government is used. 
According to the Republic of Indonesia Law No. 20/2008, medium enterprises are defined as 
enterprises with net assets from approximately A$54,000 to A$108,000 (land and building 
excluded) and with total monthly sales from approximately A$22,500 to A$450,000.  
This study intentionally limits its scope to the family members involved in TMT in their 
family firms and does not take into account those family members outside the business or non-
family employees, although they can also have a significant influence on operations and on 
strategic decision making processes (W. G. Dyer, 1994; W. G. J. Dyer, 1994; Vilaseca, 2002).  
Thesis Outline 
Chapter 2 discusses the main concepts used commencing with a review of the definitions 
and a discussion of the unique characteristics of family businesses. An overview of 
organizational conflict literature is provided in the next section of the chapter, including the six 
dimensions of conflict, along with a review of the literature on family businesses. Chapter 3 
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presents the research methodology, including participants, the instruments used to collect data, 
and data analysis. Chapter 4 provides the results including a profile of each company and each 
participant as well as a discussion of the findings and a thematic analysis of the data. Finally, 
Chapter 5 presents the conclusions and main recommendations drawn from the analysis in the 
previous chapter. The limitations of the study are also acknowledged.  
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Chapter 2: Literature Review 
 
This research seeks to understand some attributes of family business conflicts and factors 
that escalate the conflicts. In order to give a foundation to the present research, this chapter 
presents a literature review on organizational conflict, particularly intra-group conflict within 
organizations and reviews the work of researchers in the area of family business conflicts. The 
literature review is split into two sections. The first section considers definitions of conflict, 
approach of the study, followed by a review of the multiple dimensions of conflict in the 
workplace, including its content, causes, level of involvement, the hierarchies, its varying 
responses, severity, as well as the effects of conflict. This review introduces the main concepts of 
intra-group conflict that will be used in the data analysis. The second section presents a literature 
review of the theories that underlie family business conflict and gives an overview of the findings 
of prior studies on conflict in family businesses.  
Organizational Conflict 
Although conflict has been studied extensively, there is a lack of consensus among scholars 
which has given rise to differing definitions with combinations of conflict attributes. For 
example, Korsgaard, Soyoung Jeong, Mahony, & Pitariu (2008) define conflict as “the 
experience between or among parties that their goals or interests are incompatible or in 
opposition”. This definition supports Rahim (2002) who sees it as “an interactive process 
manifested in incompatibility, disagreement, or dissonance within or between social entities”. 
Both definitions consist of some similar elements of conflict such as incompatibility, 
disagreement, dissonance, and opposition. Other researchers have defined conflict in a broader 
context. For instance, in her meta-analysis of intrapersonal conflict studies, Barky (2004) shows 
how researchers used a different combination of conflict properties to define conflict, including 
cognition, behavior, and emotion. She defines conflict as “a dynamic process that occurs between 
interdependent parties as they experience negative emotional reactions to perceived 
disagreements and interference with the attainment of their goals.” This study defines conflict in 
a broad manner by focusing on disagreement, incompatibility, and/or opposition as its main 
attributes (i.e., Korsgaard, et al., 2008; Rahim, 2002; Wall & Callister, 1995) because affective 
attributes, such as anger and other negative emotions, do not exist in every conflict.  
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Approach of the Study 
In a review on organizational conflict and conflict resolution studies, (Lewicki, Weiss, & 
Lewin, 1992) reported three academic approaches that have arisen form sociological, economic, 
and psychological disciplines. The sociological approach is a macro-level approach which 
concentrates on conflict at any organizational level, such as groups, departments, divisions, and 
entire organizations. The economic analysis approach utilizes models of economic rationality on 
individual decision-making and complex social behavior. By investigating conflict between 
family members working together in a TMT of their firms, this study employs a micro-level 
(psychological) approach which focus on conflict within and among individuals, specifically on 
interpersonal and small group behavior variables that affect the causes of conflicts, its dynamics, 
and outcomes (Lewicki, et al., 1992). In other words, this study focuses on explaining conflict 
using the individual level perspective.  
The Dimensions of Organizational Conflict 
Conflict can happen in any relationship including those between family members working 
together in a TMT in their family business. The organizational conflict literature has shown its 
multidimensional nature which has been classified in various ways. Terminology used to 
categorize the various dimensions of conflict is often overlapping and confusing. For example, 
some researchers describe the level of conflict in terms of the parties involved, such as 
interpersonal, intra-group, and intergroup conflicts, while some others define the level of conflict 
as the intensity of conflict, which consists of the frequency and the extent of the conflict.  
After reviewing the existing literature on intra-group conflict, the study found some 
primary characteristics that can be classified into the following dimensions:   
(1) the focuses of conflict, which refer to the content of conflict or what the conflict is about;  
(2) the causes of conflict, which refer to the factors that lead to conflicts;  
(3) the levels of conflict, which refer to the levels of organizational conflict at which conflict 
occurs;  
(4) the hierarchy of conflict, which refers to the hierarchical relationships between parties 
involved in the conflict;  
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(6) the effects of conflict, which refer to the consequences of conflict; 
(7) the severity of conflict, which refers to the degree of conflict; and  
(8) the escalation of conflict, which refers to the increase in tension. 
A recent study describes each of the conflict dimensions and uses it to describe conflict in 
the context of family businesses. 
 
Focuses of Conflict 
Conflict scholars have identified different types of organizational conflicts based on the 
issues that are central to the conflict. Most studies have distinguished intra-group conflicts into 
two types – task and relationship conflicts (Jehn, 1995; Merwe & Ellis, 2007).  A task conflict 
refers to disagreements and differences in viewpoints, ideas, and opinions among group members 
regarding work-related issues, such as conflicts about the allocation of resources, procedures, and 
policies, or what investments should be made (Carsten, Dirk Van, & Dijkstra, 2004). A 
relationship conflict is a perception of interpersonal incompatibility, such as a disagreement 
about personal values or preferences, which includes tension, annoyance, and animosity (Jehn, 
1997).  
A similar classification was used by other researchers (e.g., Amason & Schweiger, 1994;  
Amason, 1996; Davis & Harveston, 2001). They classified intra-group conflict into cognitive and 
affective conflicts. A cognitive conflict is task-oriented and occurs due to differences in how to 
achieve common goals, while affective conflict is interpersonal involving incompatibilities or 
disputes. Affective conflict consists of emotionally-charged interpersonal clashes that involve 
negative emotions such as anger, distrust, and frustration  (Davis & Harveston, 2001). In later 
studies, a third type of conflict has been identified as a process conflict (Jehn, 1997; Jehn, 
Northcraft, & Neale, 1999), a classification which has been widely accepted. The first 
classification will be used in this thesis although both concepts were commonly used in previous 
studies.  
Causes of Conflict 
There are numerous factors that can trigger conflicts. Pondy (1967) has grouped the 
sources of conflict into three types, including competition of resources, drive for autonomy, and 
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differences in goals and priorities. In their conceptual study, Wall and Callister (1995) have 
summarized the potential antecedents of conflict and identified a threefold grouping: (1) 
individual characteristics, including personality, goals, values, commitment to position, anger, 
stress, and desire for autonomy; (2) interpersonal factors, including perceptual interface (belief 
about another‟s intention), communication, behavior, structure, and previous interactions; and (3) 
specific issues, which are complex and multiple. By adding some specific issues in a family 
business context, Harvey, et al., (1998) identified common causes of conflict as shown in Table 
1. 
          





the individual‟s personality, values, goals, 
commitment to the organization, and ability to 
handle stress 
Behavior patterns overlap of business and family life, 




the family members‟ perceptions, norms, level 
of trust, and understanding of situations/others 
Communication level of communication distortion, 
understanding, and clarity of communication 
Structure of 
relationship 
power balances, status differentials, levels of 




past failures to cooperate, locked-in behaviors, 
grudges, and conflicting assumptions 
Unique family 
business issues 
involved versus non-involved family members 
in the business, and lifestyle differences 
between family members 
Adapted from: Harvey, M., Cosier, R. A., & Novicevic, M. M. (1998). Conflict in 
family business: Make it work to your advantage. Journal of Business and 





                    14 
 
Level of Conflict 
Organizational scholars have suggested that according to its level, conflict can be classified 
into several forms including (1) personal conflict, which is an intra-individual conflict or conflict 
within the person; (2) interpersonal/dyadic conflict which occurs between an individual and 
another; (3) intra-group conflict which is a conflict among individuals within a group; (4) 
intergroup conflict, which is conflict between and among groups; and (5) inter-organizational 
conflict that refers to conflicts between or among organizations (Wall & Callister, 1995). 
This study focuses on intra-group conflict, which is conflict among family members within 
the TMT of their family firm. However, intra-group conflicts can be composed of intra-
individual and interpersonal conflicts. Korsgaard, et al., (2008)  argue that it is important to 
distinguish the conflict process at the individual and dyadic levels in order to understand the 
conflict process at the group level. For the purpose of this study, intra-familial conflicts refer to 
both interpersonal and intra-group conflicts that will be used interchangeably.  
Hierarchical Level of Conflict 
On the basis of hierarchical levels in organizations, there are two types of conflict: vertical 
and horizontal. Vertical conflict occurs at differing levels (Imazai & Ohbuchi, 2002), such as 
between managers at senior and middle organizational levels or between managers/supervisors 
and employees. Horizontal conflict occurs between individuals or groups at the same 
organizational level.  
Responses to Conflict 
One major research stream in the organizational conflict literature is interpersonal conflict 
handling strategies and their impact on individuals and organizational outcomes. This approach is 
based on the rationale that while conflict is inevitable, it is important to handle the conflict 
properly.  
Most researchers distinguish conflict management strategies with a two-dimensional model 
of behavior – comprising self and others – that produce five strategies (Figure 1) as summarized 
by Sorenson, Morse and Savage (1999). Among these models, two models proposed by Kilmann 
and Thomas (1977) and Rahim (2002) seem to be the most widely used in organizational conflict 
literature. The first identifies the dual dimensions of assertiveness, which refers to the 
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individual‟s desire to satisfy his or her own concern, and cooperation, which refers to the 
individual‟s desire to satisfy another‟s need, as the basis for differing responses of either 
competition (high assertiveness and low cooperation), collaboration (high assertiveness and 
cooperation), compromise (moderate assertiveness and cooperation), accommodation (low 
assertiveness and high cooperation), or avoidance (low assertiveness and cooperation). 
The later identifies strategies based on the degree to which a person attempts to satisfy his 
or her own concerns and the concerns of others resulting in either dominating (high concern for 
self and low concern for others), avoiding (low concern of self and others), integrating (high 
concern for self and others), compromising (moderate concern of self and others), or obliging 
(low concern for self and high concern for others). Both models show a similar classification: 
compromising, avoiding, dominating or competing, obliging or accommodating, and integrating 
or collaborating. Therefore, these terms will be used interchangeably.  
 
 
Figure 1: Conflict Management Strategies. Adapted from Sorenson et al. (1999). 
 
A lot of studies have been conducted to examine conflict handling styles used by 
organization/team members and their relationship with some factors, such as individual 
characteristics (gender, age, educational background, and personality) (e.g., Moberg, 2001; 
Thomas & Thomas, 2008), culture (e.g., Kim, Wang, Kondo, & Kim, 2007; Posthuma, White, 
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Dworkin, Yánez, & Swift, 2006), and hierarchical level in the organization (e.g., Nguyen & 
Yang, 2012; Rahim, 1986; Weider-Hatfield & Hatfield, 1995).  
For example, Weider-Hatfield and Hatfield (1995) tested the relationship between conflict 
handling styles and the level of intrapersonal, intra-group, and intergroup conflict in three 
different relationships – with supervisors, with subordinates, and with peers. The findings show 
that the level of conflict intensity experienced by an individual was affected by the styles of 
handing conflict s(he) used, e.g., subordinates using a high-obliging style with supervisors 
reported experiencing more interpersonal conflict. By the same logic, these findings indicate that 
the way family members respond to conflict may increase the intensity of conflict they 
experience. The literature indicates that more cooperative strategies are more likely to result in 
positive outcomes, while less cooperative strategies are more likely to cause conflict escalation 
and negative outcomes. 
 
Effects of Conflict 
Many studies have reported different effects of task and relationship conflicts. A task or 
cognitive conflict is generally functional. It may improve decision quality, understanding of 
decisions, and affective acceptance of TMT members.  On the other hand, a relationship or 
affective conflict is suggested as being a dysfunctional conflict. It negatively affects both 
decision quality and affective acceptance of TMT members (Amason, 1996). However, some 
studies have revealed contrasting results. For example, a meta-analysis by De Dreu and Weingart 
(2003) shows that both task and relationship conflicts negatively affect team performance.  
Instead of focusing on the types of conflict, they suggest that the intensity of conflict may be the 
key factor affecting team performance.   
A conflict is a complex phenomenon. It can have dysfunctional or functional effects as well 
as destructive or productive outcomes for individual, group, and organizational level 
performances. Jehn (1995) found that the effects of a conflict on individual and group outcomes 
were dependent on the type and level of conflict, the type of the task, the interdependence of the 
group and the group norms. Her study found that both relationship and task conflicts were 
negatively related to individuals‟ satisfaction, liking of other group members, and intention to 
stay in the group.  However, relationship conflict was not negatively associated with individual 
or group performance. Disagreements about concerned tasks were disadvantageous for groups 
 
 
                    17 
 
with regular tasks but beneficial for groups with non-routine tasks. Yet, a relationship conflict 
harmed both individuals and groups.  
In the context of family business, several studies show that conflict in the business could 
affect: (1) individual well-being, such as satisfaction with family life (Danes, Leichtentritt, Metz, 
& Huddleston-Casas, 2000) and satisfaction with spouse (Amarapurkar & Danes, 2005); (2) 
family relationships/harmony (Merwe & Ellis, 2007); and (3) business performance (Eddleston & 
Kellermanns, 2007; Kellermanns & Eddleston, 2007). For the purpose of this study, the impacts 
of conflict on the individual, family, and business were used to evaluate the seriousness of 
conflict.  
Severity of Conflict 
Conflict can be identified in terms of the frequency and the intensity of conflict. The 
frequency of conflict refers to how often conflict occurs, and the intensity of conflict refers to the 
seriousness of the conflict (Davis & Harveston, 2001). In most organizational conflict research, 
both concepts are subjectively measured by an individual‟s perception of the frequency of 
conflict occurrence and the extent of conflict on a ranking scale.  For example, in the study of 
Andrews and Tjosvold (1983), the intensity of conflict was measured by respondents‟ 
perceptions of the amount of conflict. Respondents were asked to specify the degree to which 
they have experienced disagreements in some potential problem areas. Each item was rated on a 
six-point rating scale (1 = no disagreements to 6 = many major disagreements).  
Some studies have measured the frequency and intensity of conflict separately (e.g., Davis 
& Harveston, 2001). Some others combined both concepts into a single measure of conflict 
severity (e.g., Danes, et al., 2000). Other researchers found high correlations between the 
intensity and the frequency of conflicts (Carsten, De Dreu & Vianen, 2001) and  used a single 
index to measure the degree of conflict (Kellermanns & Eddleston, 2004). 
 In this study, the severity of conflict will be seen from the effects of conflict on family 
business subsystems. The severity of intra-familial conflict is greater when it negatively affects 
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Escalation of Conflict  
Conflict escalation refers to the process of an increase in conflict intensity. Escalation is 
one of the most important concepts and has been covered well in conflict literature but not in 
organizational behavioral theory (Pruitt, 2012) . Conflict theorists have proposed various models 
that explain the process of conflict escalation. One popular model is Pondy‟s (1967) phase model 
of conflict. She sees group conflict as a dynamic process of five sequential stages: latent 
conditions, perceived conflict, felt conflict, manifest conflict, and conflict aftermath. Latent 
conflict is the phase in which a potential source of conflict exists and may surface at any time. 
Perceived conflict is the stage when people are aware that a conflict is present. In the felt conflict 
stage, parties to the conflict feel stress, anxiety, and hostility. Conflict is in the manifest stage 
when a conflict becomes visible. The fifth stage, conflict aftermath, ranges from conflict 
resolution to group dissolution. This model shows that conflict can escalate from a latent 
condition to an open observable conflict.  
Robbins (2004, p. 430) provides a diagram (Figure 2) that shows the intensity levels of 
conflict. The levels represent a continuum from lower (minor disagreements or 
misunderstandings) to higher (overt efforts to destroy the other party) levels of intensity. Conflict 
will escalate if it moves from the lower part of the continuum to the upper ranges. The higher the 
intensity, the more dysfunctional or destructive the conflict will be. This study does not examine 
stages of family business conflicts but rather discovers factors that may extend or escalate 
conflicts between family members.  
 
 
Figure 2: Conflict-Intensity Continuum 
Adapted from: Robbins, S. P. (2004). Organizational behavior. Upper  
Saddle River, NJ: Pearson Prentice Hall. 
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Theory of Family Business Conflict 
Conflict in the family business field has been mainly discussed from the system theory 
perspective. According to the system theory, family businesses are comprised of three 
independent but interdependent subsystems (Figure 3): the family, business, and ownership. 
Every individual in a family business can be placed in one of the seven sectors that are formed by 
the intersecting circles of the subsystems (Gersick, et al., 1997; Tagiuri & Davis, 1996). The 
main potential cause of conflict is the overlap of family and business systems, which have 
different values, norms, and beliefs (e.g., Harvey, et al., 1998; Van der Heyden, et al., 2005). 
Many researchers have argued that the level of conflict in family businesses is related to the 
problems caused by the overlap between family and business systems (Gersick, et al., 1997; 
Harvey, et al., 1998; Kellermanns & Eddleston, 2004; Leibowitz, 1986; Tagiuri & Davis, 1992), 
and that the involvement of people who have familial ties in the ownership and management of a 








Figure 3: The Three-Circle Model of a Family Business (Gersick et al., 1997) 
 
 
The complexity of family firms increases along with the development of family, business, 
and ownership subsystems, according to Gersick et al., (1997). They describe how family 
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cousin consortium. Family subsystems develop through factors such as marriage, parenthood, 
adult sibling relationships, in-laws, communication patterns, and family roles; while business 
dimensions develop from start-up, to expansion, and then to maturity (Gersick, et al., 1997). 
They also suggest how family members may have different motivations, values, competencies, 
interests, priorities, and levels of closeness at the work site, which can increase the possibility of 
disagreements in decision making, goals, and other critical aspects in business.  
Two other perspectives have been proposed to explain conflict in the context of family 
businesses, including the agency theory and resource-base view (RBV) perspectives. The agency 
theory explains the relationship between principals, such as shareholders, and agents, such as a 
company‟s managers and concerns with problems raised by these agency relationships, including 
the conflicting goals between and risk tolerance of  a principal and agent (Eisenhardt, 1989). This 
theory has been widely used to examine the superiority of family business performance (e.g., 
Chrisman, Chua, & Litz, 2004; Karra, Tracey, & Phillips, 2006; Schulze, Lubatkin, & Dino, 
2003). The agency theory assumes that family involvement in ownership and management is 
beneficial as it may reduce agency costs, such as monitoring costs, because there is an alignment 
of the goals and incentives of owners and managers, and, as a result, enhance business 
performance (Chrisman, et al., 2004).  
However, some scholars argue the opposite that the involvement of family members in 
their business can lead to agency problems. For example, altruism has been identified as a factor 
that increases agency costs and lowers business performance. The value of altruism often makes 
families difficult to monitor, evaluate, or discipline other family members (Dyer, 2006). Agency 
costs also come up due to possible conflicts among family members in their business. Dyer 
(2006) argues that the competing goals and values among family members, differing perceptions 
within a family of the distribution of ownership, compensation, risks, roles, and responsibilities 
are contributors to the emergence of conflicts.  
Based on the resourced-based view (RBV), family business researchers have identified the 
uniqueness of family businesses by proposing a concept of familiness. It is defined as 
“idiosyncratic bundles of resources and capabilities that result from the involvement and 
interactions of the family in a firm – as a source of competitive advantages for the family firms” 
(Pearson, Carr, & Shaw, 2008). Familiness can generate firm wealth and value creation (Pearson, 
et al., 2008) and influence the defining organizational strategies and business outcomes 
(Habbershon, Williams, & MacMillan (2003). Moreover, family members usually have stronger 
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commitment and willingness to work harder than in outside employment. They also provide 
financial support, interpersonal support, unpaid work, and collectivism to promote the well-being 
of the family and the business (Van Auken & Werbel, 2006).  
Several studies have used the concept of familiness to understand conflicts in family 
businesses. Generally, family business scholars argue that familiness can enhance the positive 
effects of task conflict and prevent the occurrence of relationship conflicts. For example, Ensley 
and Pearson (2005) argue that the long relationships within families develop effective patterns of 
communication that encourages more cognitive discussions and less disruptive conflicts in family 
businesses than in non-family businesses. Their empirical evidence indicates that this is so in the 
case of parental TMTs. However, there is evidence that familiness, which is measured by the 
proportion of family members in the TMT, may trigger tensions and conflicts between family 
and non-family members (Minichilli, Corbetta, & MacMillan, 2010). 
Among those three theories, this study mainly used a system theory as a guide to examine 
conflict in family businesses. However, other perspectives are also used to shape a more 
complete analysis.   
Research in Family Business Conflict  
Review on the existing family business literature shows that little data is available on the 
subject of family business conflicts. A study conducted to identify trends in family business 
research during the period of 1961 – 2008 by Benavides-Velasco et al., (2013) found that conflict 
was an understudied topic (18 out of 703 studies). Similarly, a review of conflict in family 
businesses by Hermann et al. (2011) found that there were only 10 relevant articles published in 
some leading journals in the last two decades. These results confirmed previous studies which 
suggest that the family business conflict field has received too little attention (Davis & 
Harveston, 2001; Sharma, 2004). 
Empirical studies in family business conflict can be classified into three streams. One 
research stream addressed the factors that lead to conflicts (refer to Table 2 for a summary). Most 
studies in this stream investigated family factors as causes of conflict, such as family distance 
(Davis & Harveston, 2001) and the number of family members/generations in the business 
(Davis & Harveston, 1999, 2001; Wakefield & Sebora, 2004). Other studies have focused on 
family dynamics, such as generational shadow (Davis & Harveston, 1999), altruism  
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Danes et al. 
(1999) 
System theory  Family health assessment 
(APGAR) 
Family health predicts tensions over 




  The number of 
generations 
 The presence or absence 
of a generational shadow 
Conflict in family firms led by the 
third or later generation is higher 
than in either founder-led or second-
generation-led firms. 
Generational shadow of the founder 




System theory  The number of family 
members in the business 
 The number of family 
members not in the 
business 
 Family members social 
interaction 
 Generation effect 
The number of closely affiliated 
family members outside the business 
is negatively related to conflict 
among the third or later generation 
firms and is positively related to 
conflict in first generation firms 
(contrary to the hypothesis). 
Social interaction among family 
members is positively related to 








 Control concentration 
 Participative strategy 
process 
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 Number of generations in the 
business 
 Number of family members 
involved in daily operations 
 Number of non-employed 
family members 
 Interactions of family 
members in the business 
 Interactions of family 
members in a social setting 
 Age of the family members  
 Education of the family 
members 
 Formal plan for succession 
 Degree of successor 
preparedness 
 Perceived access to capital 
 Reliance upon bank funds 
 Reliance upon family funds 
The number of generations in the 
business is related to conflict over 
money and compensation (CMC), 
strategic vision (CSV), and ownership 
and control (COC). 
The number of family members 
involved in daily operations is related 
to conflict over management role 
(CMR).  
The interaction of family members in a 
social setting is related to all types of 
conflict. 
Perceived access to capital is related to 
CMC, CMR, and CSV. 
The importance of bank funds is 
related to CSV. 
The importance of family funds is 








 Participative decision making 
(PDM) 
PDM has a negative relationship with 
cognitive (contrary to hypothesis) and 
relationship conflicts.  
PDM for first- and second-
generational firms is negatively related 
to cognitive and relationship conflicts.   
In multigenerational firms, PDM is 
positively related to cognitive and 






 Number of non-family 
members serving as advisors 
 Number of non-family 
professionals 
There are no significant relationships 
between non-family 
advisors/professionals and CMC, CSV, 
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(Eddleston & Kellermanns, 2007), family social interactions (Davis & Harveston, 1999, 2001; 
Wakefield & Sebora, 2004), and family health (Danes, Zuiker, Kean, & Arbuthnot, 1999). 
Danes et al. (1999) have explored five business characteristics – type of business, business 
age, business size, stress level, and family health – to predict tensions over business issues in 
family businesses. By interviewing 414 household and business managers, they found that out of 
the five variables, family health best explains family business tensions.  
A study by Davis and Harveston (2001) examined the impacts of the composition of family 
members in work-groups and in non-workgroups, family social interactions, and generation 
effects on conflict. By collecting data from 1,002 business owners in US industries, they found 
that only the number of closely affiliated family members outside the business was negatively 
related to conflict among the third or later generation firms. However, contrary to the hypothesis, 
there were no significant negative relationships between the number of family members in the 
business and social interactions and conflict.   
Using structural equation modeling, Eddleston and Kellermanns (2007) tested the influence 
of altruism, participatory strategy development, and the concentration of management 
responsibilities on relationship conflict. In this study, only altruism significantly reduces 
relationship conflict. The perceptions of injustice or unfair treatments have long been recognized 
as critical factors that cause conflict among family members (Harvey, et al., 1998; Van der 
Heyden, et al., 2005; Wall & Callister, 1995) and as one of the most persistent causes of conflict 
(Gordon & Nicholson, 2008, p. 13). But to date, there have been remarkably few empirical 
studies on the relationship between justice and conflict in family businesses (Hermann, et al., 
2011). 
Other studies have examined the influence of non-family factors on conflict. For example, 
drawing from data of 86 family members of 37 privately held family businesses in the US, 
Eddleston, et al. (2008) found that participative decision-making reduces both cognitive and 
relationship conflicts. Further, their study shows generational ownership dispersion of family 
businesses has different effects on the relationship between participative decision-making and 
conflicts. For the first and second generational firms, a higher level of participative decision-
making decreases cognitive and relationship conflicts. An inverse result was revealed in the 
multigenerational firms. That is, a higher level of participative decision-making increases both 
types of conflict. 
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In their attempt to examine the antecedents of conflict, Wakefield and Sebora (2004) 
included the role of outsiders – the number of non-family members serving as advisors and the 
number of non-family professionals–as factors that cause family business conflicts. However, 
there is no evidence to support their hypothesis. 
Although the existing studies have yielded valuable results regarding the relationships of 
family dimensions on family business conflicts, the exact nature of the family influence on intra-
familial conflict in family businesses remains unclear. The results of the prior studies are 
inconclusive, often statistically insignificant, and sometimes find the opposite of that they predict 
(e.g., Davis & Harveston, 2001; Eddleston, et al., 2008). For example, family social interactions 
were expected to reduce both the frequency and the intensity of conflicts. Yet, a study by Davis 
and Harveston (2001) has generated mixed results. Family social interactions are only 
significantly related to the frequency of conflict, the opposite of what was expected. 
The second research stream has examined the effects of conflict. While family business 
literature has acknowledged the effect of conflict in both family and business performance, 
empirical studies in this field are rare (refer to Table 3). Kellermanns and Eddleston (2007) 
examined the effect of work-related conflicts – cognitive and process conflicts – on the business 
performance. They also investigated the role of family-member exchange and generational 
ownership dispersion as moderating variables in the relationship between conflict and 
performance.  However, not all expected results were obtained. Process conflict was not 
significantly related to performance. Cognitive conflict negatively affected performance, which 
was contrary to the hypothesis. In another study of 107 respondents, Eddleston and Kellermanns 
(2007) examined the connection between relationship conflict and business performance. They 
revealed that relationship conflict is negatively related to business performance. 
Some studies link conflict in the business with individual well-being. Business tensions 
negatively impact the quality of life of a family member (Danes, et al., 2000) and relationship 
conflict quality, which for husbands, has a positive relationship with the satisfaction of the 
spouse (Amarapurkar & Danes, 2005). These studies are limited to the family farm cases and 
spouse relationship context. 
Merwe and Ellis (2007) investigated factors that contribute to the harmonious family 
relationships in small and medium-scale family businesses. By drawing data from 640 
respondents, they found that conflict management and the existence of family forums are the 
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main factors that explain the variation in harmonious family relationships for both active and 
inactive family members. 
The third line of research typically focused on the resolution of conflict. Within this 
research stream, scholars argue that conflict in a family business is inevitable and, therefore, it is 
important to manage it well. For example, Sorenson (1999) examined the effect of conflict 
management strategies used by family business on both family and business outcomes. This 
study found that collaboration styles produced positive outcomes for both the business and the 
family. Conversely, two methods – avoidance and competition – lead to negative outcomes for 
both the business and the family. Results also show that accommodation and compromise 
strategies were not significantly associated with business success, but with positive family 
outcomes. Research of conflict handling styles in non-family business organizations revealed that 
the way an individual reacts to a conflict is important in resolving a conflict (Rahim, 1983, 1986; 
Weider-Hatfield & Hatfield, 1995), but it has not yet been extensively investigated in the context 
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Table 3: Research on the Effects of Family Businesses Conflict 















 satisfaction with 
one‟s level of living  
 satisfaction with 
family life as a whole  
The severity of conflict has a negative 
impact on the quality of life of a family 
member.  
Amarapurkar & 
Danes  (2005) 
System theory  Relationship conflict 
quality 




Higher business tensions are negatively 
related to relationship conflict quality, 
which positively influence the 
satisfaction with the spouse.  
Wives: 
Higher business tensions are negatively 
related to relationship conflict quality, 
which does not influence the satisfaction 
with the spouse.  
On family: 
Merwe & Ellis  
(2007) 
System theory  harmonious family 
relationships 
 
Harmonious family relationships are 
related to good conflict management and 




System theory  Family business 
performance 
Cognitive conflict is negatively related 
to family business performance 
(contrary to hypothesis). 
Process conflict is not related to family 
business performance.  
Family-member exchange and 
generational ownership dispersion are 







 Family business 
performance 
Relationship conflict is negatively 





                    28 
 
Summary of the Literature Review 
In summary, recent studies in family business conflict have provided valuable insights in 
the field. Most studies are undertaken based on the premise that conflict may occur due to 
overlaps between business, family, and ownership subsystems. Other perspectives, such as the 
agency theory and RBV, are also important theories in the field of family business research, 
particularly in explaining the differences between family and non-family business performance. 
Some scholars have recently used these approaches to understand and explain conflict in family 
businesses. However, empirical literature which specifically examines conflict in family 
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Chapter 3: Research Methodology 
 
Using a qualitative approach, this study explores the nature of intra-familial conflict 
experienced in family firms. This section describes the methodology and procedures used in this 
study. It contains the research approach and methodology, the sampling, data collection, and data 
analysis procedures.  
Qualitative Approach 
This research applies a qualitative approach to understanding the complex nature of 
phenomena from the participants‟ point of view (Leedy & Ormrod, 2010, p. 101). Furthermore, 
the critical incident technique (CIT) can address contextual conditions including the occurrence 
of conflict in a family business. This approach was initially developed by  Flanagan (1954) and 
has been widely used in various areas of studies, such as service quality and management 
(Edvardsson & Roos, 2001; Gremler, 2004) and  nursing research (Sharoff, 2008). 
 The CIT requires participants to recall intra-familial conflicts they have experienced which 
were significant to them. The intention is to generate rich descriptions of what the participants 
subjectively experience, and then to classify their experiences into meaningful and useful 
patterns. This method is undertaken for two reasons. First, CIT allows researchers to capture a  
phenomenon through an actual event (conflict) experienced by the participants, using their own 
words. Second, the word “conflict” is often perceived having negative connotations and raises 
sensitive issues. Therefore, participants may be reluctant to discuss the ongoing conflicts and be 
more eager to explain a conflict that they have experienced in the past.  
Population 
The participants were selected from large-size family businesses in Indonesia. The 
selection criteria were: (1) privately-held family business; (2) more than 50 percent of the 
ownership is held by a group of people from a single family; and (3) there are two or more family 




                    30 
 
Those involved in critical incidents included family and non-family employees in the 
TMTs of family businesses. Family members refer to people who are related by blood or 
marriage. A top management team includes commissioners, a board of directors, a president, a 
vice-president, and managers. At least two participants of each family business were interviewed. 
As conflict is “an individual-level subjective phenomenon” (Davis & Harveston, 2001),  each 
individual may have varying viewpoints and  experiences; they may explain the same conflict 
differently. Bringing all of these accounts together allows for consistency of information and a 
rich comprehensive picture of the perceptions, behaviours, and attitudes of those involved in 
intra-familial conflict. By employing a triangulation of data sources – including family members 
of senior and junior generations, as well as those of non-family employees – this study is 
expected to enhance understanding of the phenomenon under study (Hesse-Biber & Leavy, 
2011), to provide cross-data validity (Patton, 2002, p. 248), and to demonstrate a representative 
result (Sharma, et al., 2003). 
Sampling Method 
One critical challenge of this project is gaining access to the data, given the sensitivity of 
the issues under investigation (Flick, 2007, pp. 113-120). Scholars have acknowledged that 
family business owners are usually reluctant to participate in studies (Brockhaus, 2004). To 
address this difficulty, this study employed two sampling strategies.  
First, a convenience sample of a family business was identified based on 
relationships/cooperation with my workplace (the Faculty of Economics and Business, Satya 
Wacana Christian University, Indonesia) and my own family‟s business networks. A family 
business consultant was also approached to gain links with family business owners. Family 
business owners were initially contacted in person or by telephone to explain the purpose of this 
research and to ask for their participation and permission to include other family members and 
non-family employees in the TMT in the study. It was explained that this study would only use 
pseudonyms, just report summarized results and that all information collected would be strictly 
confidential to ensure the anonymity of the participants. They were also given an opportunity to 
ask any questions they might have regarding the study. 
Second, the study adopted a snowball sampling method. When an initial participant in a 
family business (usually the owner or founder) agreed to take part in the study, they were asked 
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to recommend other family members or non-family employees who would be invited to 
participate. These potential participants, then, were also contacted in person or by telephone to 
explain the project and to request their participation. When a potential participant agreed to 
participate and signed the consent form for the QUT ethical requirements research project, a time 
and place to meet was scheduled for an interview. This method was effective to gain access to 
other potential participants of the same firm. 
Data Collection 
In-depth face-to-face semi-structured interviews were conducted. The reasons for this data 
collection method were: 
(1) Interviews are an effective tool to explore an individual‟s in-depth understanding of a 
particular topic (Hesse-Biber & Leavy, 2011, p. 120). This study uses this method to gain 
deep information about conflicts experienced by family members from family and non-family 
employees‟ perspectives.   
(2) Semi-structured interviews allow researchers to develop conversations to get additional 
relevant information or knowledge that may not have been anticipated (Hesse-Biber & 
Leavy, 2011, p. 126). 
(3) Face-to-face interviews are preferable to telephone conversations because they enable 
researchers to find the divergent target participants, to assess the quality of the responses, to 
notice whether the participants properly understand the questions, and to encourage the 
participants to give complete answers (Walliman, 2006, p. 92).  
The interviews were conducted exclusively by the researcher, whom they already know, to 
ensure the respondents would feel comfortable sharing their conflict experiences and to secure 
awareness of the research problem. Initially, during the design phase of the study, it was planned 
to utilize personal interviews, but in two companies (Company D and Company F) group 
interviews were conducted because they were more convenient for those participants. In 
Company F, an interview was conducted in a group of three family members of the younger 
generation. A member of the senior generation in this company was interviewed individually.  
The interviews were divided into two parts. In the first part, participants were asked to 
describe the demographic profiles of the company and themselves, including the history of the 
company, company size (monthly sales and number of employees), family structure, 
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organizational structure, kinship ties of the family members participating in the business, age, 
and educational background. The second part posed questions about incidents (conflict) that have 
occurred in the business. This study adopted the sample form proposed by (Flanagan, 1954) as a 
guide to frame questions. This began by giving a definition of conflict to the participants and 
then asking them to recall two significant critical incidents/conflicts which they had experienced 
and could remember most clearly. They were then asked to describe them in detail by answering 
questions related to the events/incidents, such as “When did the incident happen?”; “What 
specific circumstances led up to this situation?”; and “What was the outcome of these events? 
”The protocol used to conduct the interviews is included in Appendix A (English version) and in 
Appendix B (Bahasa Indonesia/Indonesian language version). 
Notes were taken for all interviews and audio tapes were made for 13 out of the 23 
contributors who permitted this. Notes for unrecorded interviews were written up as soon as 
possible after completing the session. This enabled each interview to be accurately captured. 
Informed Consent 
 This study adhered to the QUT ethical requirements to ensure the minimization of risk to 
the research participants. Following the QUT procedures, participants were reminded of the 
purpose of the study, expected benefits, confidentiality assurance, and their right to withdraw 
from the study at any time without comment or penalty. Then the participants read and signed a 
consent form and returned it to the researcher before the interviews began. A copy of the signed 
form was offered to all participants for their own records. The Informed Consent document was 
delivered to the participants in the Indonesia language version (Appendix C), which was 
translated from English (Appendix D) by the researcher and was reviewed by an English lecturer 
at Satya Wacana Christian University, Indonesia.  
Confidentiality 
The participants were assured that all information, comments, and opinions they provided 
would be held confidentially by the researcher. For the purpose of confidentially, each business 









Table 4: Coding Protocol for Confidentiality of Firms and  
Individual Participants 
Pseudonym 

























For the purpose of increasing trustworthiness of the study, member checking was done 
during the interview (Hays & Singh, 2012, p. 206). The researcher used probing questions and 
clarification questions, such as “What did you mean by saying that?”; “Does it mean that you 
xxx?”; or “Could you tell me more about this incident?”. The results were paraphrased to clarify 
and confirm information provided by participants. The interviews were conducted in Bahasa 
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Data Analysis  
 All of the interview data (audio tapes and paper notes) were personally transcribed by the 
researcher for three reasons: (1) to ensure privacy; (2) to get immersed in the data (Patton, 2002, 
p. 441), and (3) to gain a strong understanding of the data and start the data analysis (Flick, 2007, 
p. 15). The transcriptions were done in two steps. First, the transcripts were written in Bahasa 
Indonesia. Then, those transcripts were translated into English and imported to NVIVO 9 
software for a qualitative data analysis.  
This study analyzed the CIT data using a content analysis and interpretive approaches. The 
qualitative data obtained from the interviews was deductively and inductively coded. The 
transcript data was initially deductively code using the dimensions of conflict described in the 
literature review and then inductively content analyzed using open coding to identify the themes 
that would represent the key unique characteristics of conflict and the causes of its escalation. 
This analysis focused on the classification of the incidents into descriptive categories. In order to 
gain a deeper insight of family business conflicts, the interpretive method, then, was used to 
interpret and understand the participants‟ experiences. 
These processes involved looking for key issues in the text and assigning codes to words or 
phrases, which were guided by the research questions. It involved following steps (Figure 4): (1) 
familiarization by reading the transcript multiple times; (2) identification of similar phrases, 
themes, and patterns that were meaningful and relevant to the study aim, including cross-case 
comparisons in order to examine relationships within the cases and to identify commonalities and 
potential patterns; (3) categorization, in which similar codes were grouped together and labelled; 
and (4) summarization and interpretation of the findings. This final step was a process of putting 
together the patterns identified in the prior steps and examining how they were related to the 
research question. All related concepts were integrated into a tentative theoretical model to 
develop propositions that can be used to guide future research. Moreover, direct quotes from the 
participants‟ interviews will be displayed in order to show the plausibility, credibility, and 







































Figure 4: The Process of Data Analysis 
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The coding structure and the categorization of codes into pattern codes were checked for 
inter-subjective agreement by two independent analysts who worked as lecturers in the area of 
organizational and strategic management. The independent analysts coded 27 incidents on the 
basis of the code structure and categorization that were developed by the researcher (Appendix 
E). The coding results were compared. The inter-subjectivity rates among three coders are 
between 79.5% and 80.1%. These show that coding could be considered conclusive because the 
inter-coder reliability reaches more than 70% agreement (Hays & Singh, 2012, p. 308). All 
disagreements were discussed and resolved.   
Data analysis was conducted at two levels: a detailed analysis of conflict incidents and an 
individual level analysis of conflict parameters. Conducting analyses at both levels provided 
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Chapter 4: Research Findings and Discussions  
 
The purpose of the study is to explore the nature of conflicts in family TMT in privately-
held family businesses. Two research questions are investigated: (1) What are the unique 
characteristics of family business conflict? and (2) What factors cause intra-familial conflicts in 
family businesses to escalate?  
 During this qualitative study, 23 top management members (17 family members and six 
non-family employees) were interviewed. Participants were asked to recall and share conflict 
incidents they had experienced. Twenty seven incidents of conflict, which contain a wealth of 
information about the nature of intra-familial conflict in their family businesses, were obtained 
and analyzed.  
This chapter presents the findings of the study, discussion, and implications derived from 
the data analysis divided into four sections. The first section shows an overview of the 
participants and the incidents (conflicts in their firm) experienced. It presents profiles of the 
family businesses, family and non-family employee participants, and a brief description of the 
incidents.  
The second section answers the first research question of this study. It presents a 
preliminary analysis, along with a new taxonomy of intra-familial conflict in family businesses. 
It provides summaries about the focus, the level of involvement, and the effects of conflict. Two 
important findings related to conflict in multigenerational and multimember family firms and to 
the escalation of family business conflict emerged from the data analysis process. These findings 
will be discussed in section 3 and section 4 of Chapter 4.  
Section three presents the dynamics of intergenerational conflicts. It describes three factors 
that were identified as the main cause of intergenerational conflicts, including direct involvement 
of the members of the senior generation in day-to-day operations, generational differences, and a 
perception gap between generations concerning their capabilities in running the business. 
The final section describes the escalation process of the conflicts in response to the second 
research question. Three themes emerged from analyzing the data: the conflict handling 
strategies, the expression of negative emotions, and the involvement of non-family employees. 
The discussion and implications of these results are considered at the end of the each section.  
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Section 1: The Profile of the Business and the Participants 
 
There were nine privately-held family businesses which agreed to participate in this study out of 
the 12 firms initially contacted, resulting in a 75% response rate (Table 5). However, three family 
businesses were excluded because: (1) two companies did not meet the multiple participant 
criteria, as only a single participant could be interviewed; and (2) one company‟s response was 
too late to use. Overall, 17 family members and six non-family employees of six family 
businesses were interviewed. The complete information of the business and participant 
characteristics is shown in Appendix F and summarized in the following discussions.        
 
      Table 5: The Number of Family Business Participants 













Number in sample 
 
(4) = (2) – (3) 
Personal/family 
network 
10 7 1 6 
Workplace 
network 
2 2 2 0 
Total 12 9 3 6 
 
Profile of the Family Businesses 
All of the participating companies are Chinese-Indonesian family firms. Their profiles are 
listed in Table 6. Of the six family businesses participating which were referred as Companies A, 
B, C, D, E, and F, five out of six are manufacturing companies. The data confirms that 
participants are from large-scale family businesses with minimum monthly sales ranging from 
A$662,500 to more than A$17 billion. The age of the businesses ranged from 10 to 70 years, 
with an average of 37 years. 
These firms are characterized as family businesses because of their dominant family 
ownership, control/management, and involvement of multiple family members in the business. 
The number of family members in the business ranged from 3 to 8 members (average 4.8). 
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A Manufacturing  1,612,903 - 
2,150,537 
2,000 1st  & 
2nd   
Individual Sibling 
team 
25 6 (4) 3 (1) 
B Manufacturing  4,258,064 2,000 2nd  Individual Sibling 
team 
16 3 (2) 2(1) 
C Trading  > 662,500 110 1st  & 
2nd   




42 8 (2) 2(1) 
D Manufacturing 17,921,146 1,700 2nd Individual Sibling 
team 
59 3 (2) 2(1) 
E Manufacturing 2,649,462 540 1st  & 
2nd   
Individual Sibling 
team 
10 3 (3) 1(0) 




70 6 (4) 1(2) 
b
 
Total        29(17)  11(6) 
Average       37 4.8 1.8 
Note: a) numbers in parentheses indicate number of interviewed participants in that company   
          b) including an employee not in the TMT (the secretary of the owner)
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Non-family employees are present in the TMT of all firms in this study. The number of non-
family employees in TMTs ranged from 1 to 3, with an average of 1.8. Five out of six of the 
participating family businesses are multigenerational family businesses (Companies A, B, C, E, 
and F), which have two generations involved in the business. In Companies A, B, C, and E, the 
original founder(s) are still involved in the firm
1
. Company F is managed by the second and third 
generations. One company (Company D) is a single-generational company, which is managed by 
family members of the second generation. The governance forms differ among the participating 
family businesses. Family members involved in the family business and their familial 
relationships are presented in Table 7. 




Members of the 
senior generation 
Members of the junior generation 
A 
1st  & 2nd Father & mother Two sons, a daughter, & a son-in-
law 
B 1st  & 2nd Father  Two brothers & a sister 
C 1st  & 2nd Three brothers A son & a daughter of the 1st 
brother 
A son of the 2nd brother  
A son & a daughter of the 3rd 
brother 
D 2nd  Two sisters & a brother 
E 1st  & 2nd Father Two sons 
F 2nd & 3rd Two brothers Two sons of the 1st brother 
Three sons of the 2nd brother 
 
 
                                                          
1
Currently, Company B is a single-generational company because the original founder (the father) of Company B 
passed away a few months before this study. However, some incidents reported by the participants in Company B 
referred to a conflict between the founder and other family members. Therefore, in the analysis, Company B is  
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Profile of the Family Participants 
Table 8 shows the demographic data of the family participants. The majority of the 
participants are male (15 out of the 17 participants), presumably because Chinese people 
culturally exclude their daughters from the family inheritance (Zheng, 2009, pp. 52-60). Several 
companies clearly stated that they do not allow wives (Companies C, E & F), daughters 
(Company F), and daughter-in-laws (Companies C, E, & F) to participate in the business 
operations. Among the 17 family members who participated in this study, 13 are university or 
postgraduate educated. Family member participants are predominantly second generation (11 
participants), while three are first generation and three are third generation. They have been in 
the business for 1 to 44 years, with an average of 15.3 years. Participant ages ranged from 23 – 
65 years, with an average age of 41. As a member of TMT two family members in this study held 
positions as commissioners
2
, five are president or executive directors, nine are managing or 
functional (financial, marketing, operational) directors and general managers of a business unit, 
and one participant is a sales manager. 
Profile of Non-family Employee Participants 
A total of six non-family employees were interviewed. All of the non-family participants, 
except one participant (NF F1), were members of TMT. Participant NF F1 was the secretary of 
the owner of Company F (Participant F1). She was recommended to be interviewed by the owner 
as she has been working for the company for more than 15 years and knew a lot about the 
company. There are an equal number of female and male participants. The ages of the 
participants vary between 35 years and 56 years and with the majority being 50 years and over. 
All participants had a high level education. Four out of six participants had completed an 
undergraduate degree. One participant has a postgraduate degree and one was a diploma holder. 
The participants‟ tenure with their firms ranged from 5 years to 30 years, with an average of 14.8 
years. Table 9 presents the non-family employee participants‟ demographic information.  
 
 
                                                          
2
Generally, in Indonesia, the term “commissioner(s)” refers to “board of trustees” and the term “board of directors”, 
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Table 8: Profile of Family Participants  







Position in the 
business 
A1 M 1st  57 25 High school  Founder President Director 
A2 M 2nd  27 5 Undergraduate Son Managing Director  
A3 F 2nd  30 6 Undergraduate Daughter Managing Director 
A4 M 2nd  30 6 Undergraduate Son-in-law General Manager 
B1 M 2nd  41 15 Undergraduate  Son  President Director 
(Holding); Director 
of a Business Unit  
B2 M 2nd  36 12 Undergraduate Son Director (Holding); 
Director of a 
Business Unit  
C1 M 1st  65 42 High school Founder/ 
sibling  
Executive Director 




D1 M 2nd  51 25 Undergraduate Son  Executive Director 
D2 F 2nd  59 31 Undergraduate Daughter  Director of 
Marketing & 
Finance 
E1 M 2nd  31 8 Undergraduate Son  President 
&Marketing 
Director 
E2 M 2nd  29 6 Undergraduate Son Director of Finance 
& Operation 
E3 M 1st  62 10 High School Founder Commissioner 
F1 M 2nd  64 44 Undergraduate Son  Commissioner 
F2 M 3rd 38 15 Postgraduate Grandson General Manager  
F3 M 3rd 26 1 Undergraduate Grandson General Manager  
F4 M 3rd 23 1 Undergraduate  Grandson General Manager  
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     Table 9: Personal Profile of the Non-family Employee Participants 




Education Position in the business 
NF A1 F 46 14 Undergraduate  Financial & Audit Manager 
NF B1 M 45 10 Undergraduate Human Resource Department 
(Corporate) 
NF C1 F 55 30 Undergraduate Financial Manager 



















During the interviews, the participants were asked to recall one or two conflicts which had 
occurred recently in their family firms that they remembered most clearly. Generally, the 
participants were very open and some of them shared more than two incidents (e.g., Participants 
A1 and E1). However, some participants did not provide details about the nature of some 
incidents. This may be explained by the fact that Chinese people tend to hide their conflicts to 
save their own or the family‟s reputation (Kiong, 2005). 
Forty-four incidents were obtained by interviewing 23 participants of six family businesses. 
Some respondents of a company reported the same incidents. In this case, the same incidents 
were only counted once. This leaves 35 incidents to be evaluated. Eight out of 35 incidents were 
not included in the analysis. One incident was ignored because it was a conflict between family 
members and a non-family employee. Seven other incidents were excluded because of 
insufficient details. During the interviews, participants tended to mention several incidents but 
only one or two of those incidents were explained in detail, including, for example, the parties 
involved in the conflicts and the reactions of the parties. Therefore, only 27 incidents were 
included in the analysis. The incidents were numbered from 1A to 27F (column 6 of Table 10).  
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Table 10: The Number of Incidents Reported and Analyzed 






























A 12 2 10 1 9 1A – 9A 
B 8 3 5 0 5 10B – 14B 
C 5 1 4 1 3 15C – 17C 
D 3 0 3 1 2 18D – 19D 
E 12 3 9 2 7 20E – 26E 
F 4 0 4 3 1 27F 
Total 44 9 35 8 27  
 
 
The letters (A – F) refer to the name of the company in which the conflict happened. The details 
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Table 11: List of the Incidents 
Incident 
number 
Complete statements describing the incident 
1A “Dispute among family members occurred in deciding employee‟s placement. My son said: “I don‟t 
want to work with her [a non-family employee]” but I kept employing her and placed her in another 
division.” 
2A “Once there was a sharp clash between my wife and I about a manager. I wanted to keep employing 
him but my wife wanted to fire him.” 
3A “Conflict also occurred when my son proposed a computerized information technology system. We 
[parents] thought it was very expensive. My son argued that it would be beneficial for the company 
and tried to convince us.” 
4A “I [a son] prefer to hire employees from within the company, so there is a clear career path for 
employees. Employees who have good performance can be promoted. My father prefers to hire 
employees from other companies.” 
5A “My father and I often have different perspectives. For example, my father measures performance 
from how much we can sell but for me sales are not the only indicator of a successful business.”  
6A “My father in-law wanted me to get involved in lower-level management tasks. We (my wife & I) 
thought we didn‟t need to because we could read reports.”  
7A “Conflict between father and son also occurred when, unbeknownst to his father, the son raised the 
employees‟ salary.” 
8A “Based on information from someone, my younger brother gave negative comments about my staff 
member. He didn‟t know my staff member, but he made a negative judgment. In my opinion, my 
staff member is a good employee. Perhaps, my brother would like to warn me but I didn‟t easily 
accept his comments.” 
9A “A sharp conflict occurred when we [parents] did not approve my son‟s choice of a girlfriend. It 
impacted his work. He was rarely in the office or came to work.”  
10B “I wanted to do backward integration to support the availability of raw materials but my sister and 
my brother didn‟t understand these needs. Finally, I decided it by myself and let them see the result.”  
11B “When I said that good employees should be entitled to a bonus, my father said that I was 
presumptuous and he was very angry.” 
12B “According to my father, our core business was business unit B (managed by my older brother). 
Therefore, resources [funds] were mostly allocated to that unit. I didn‟t agree with him. Then, this 
business unit could not compete and lost its market share significantly. I want to develop the product 
but we cannot finance it. We have lost momentum. 
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Table 11: List of the Incidents (Continuation) 
Incident 
number 
Complete statements describing the incident 
14B “My brother wanted to continue developing a new business unit. Basically, I was not against the plan. 
But we needed a good business plan that described the amount of investment required and the 
projection of the income. If we did not have it [business plan], I objected. I prefer to focus on these 
current businesses.” 
15C “Sometimes we [senior members] argued about whether to grant credit to a certain customer.” 
16C “A sharp conflict occurred when children proposed an integrated computerized program. We [older 
generation] previously refused it because it required a lot of investment and work, and we thought 
that we did not need it yet. The second generation argued that this program would improve 
efficiency.” 
17C “To mark the company‟s 40th anniversary, I suggested a customer reward program by inviting them 
for an overseas trip.  It took two years to convince the older generation.”  
18D “There was a sharp difference in determining marketing strategy.” 
19D “There has been a sharp conflict when we select business consultant. Finally I realized that other 
people may have knowledge and skills that we do not have.” 
20E “For example, it was about business development. My father intended to buy new machinery. We 
(my brother and I) did not agree. My father did not know the market because he did not involve 
himself in the day-to-day operations.” 
21E Another example of conflict: we discussed about cash flow [note: matching between collections, 
payments, and investments]. 
22E “Sometimes we (my brother and I) argue about the places to buy spare parts. I thought the price was 
too high. I asked him why he bought it from that place. If he had a good reason, I accepted it. If I 
thought there was a better place, I would tell him.” 
23E “I wanted to implement an automatic packaging system. There were constraints but I thought we 
could handle it. My brother disagreed with me. We delayed the decision.”  
24E “As a financial director, I monitor overdue receivables. As long as a marketing team can give a clear 
explanation, I can accept it.” 
25E “Conflict often occurs among siblings. For example, the younger brother, who was responsible for 
raw materials, wished to take profit from the price fluctuation by selling some imported raw 
materials. But he suffered considerable losses.” 
26E “Sometimes they [siblings] argued about when was the right time to buy raw materials because global 
market prices fluctuated. The younger brother is more conservative than his elder brother.” 
27F “Our fathers preferred to use the old machine. We described the benefits of the new machine, such as 
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Section 2: The Dimensions of Intra-familial Conflict 
 
 Section 2 of this chapter describes the characteristics of the conflicts between family 
members that occurred within family businesses and presents a comprehensive classification of 
those conflicts.  
Focuses of Conflict 
When asked about conflict within their family business, all of the family members 
recognized that conflict is common in their daily business activities. They mainly addressed 
various work-related matters (26 out of 27 incidents) as the triggers of conflict; just one incident 
arose from family relationship issues.   
Work-related issues. The most common triggers of conflict are related to the decision 
making process in the family TMTs. These issues ranged from day-to-day operations, such as 
purchase of materials, spare parts, and maintenance of the physical plant, to strategic issues 
including new long-term investments and business expansion. The final code listing of the 
various conflict issues is presented in Table 12. Conflicts occurred across all business functions 
including finances & accounting (3 incidents), general issues (5 incidents), human resources (6 
incidents), marketing (3 incidents), production/operational (5 incidents), and strategic 
management (4 incidents).  
It can be seen that the central issue of the conflicts differs across the firms and seems to be 
related to the position of family members in the firm. For example, most of the conflicts in 
Company A, where a son (Participant A2) was responsible for the human resource function, were 
related to human resource issues, such as recruitment strategies for the managerial level, 
compensation and benefit policies, and performance measurement. In Company E, conflicts were 
more likely to occur over day-to-day business operations, including procurement, raw material 
handling, and machine replacement. In this company, two brothers (Participants E1 and E2) 
shared responsibilities in the daily operations of the business. 
Family-related issues. Non work-related issues, such as family relationship problems, may 
also cause conflict within a business. Incident 9A shows disagreement between parents and their 
son over the son‟s choice of a girlfriend. This family agenda carried over to the business sphere  
as stated by Participant A1: “It impacted his work. He was rarely in the office or came to work.”    
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Table 12: Work-related Issues of Intra-familial Conflict 
Issues of conflict 
Total 
incidents 






     
Financial 
management 
3 11.5% Fund and resource allocation 12B B 
  Cash flow management 21E E 




     
General 
management 
5 19.2% IT investments 3A A 
  Business performance 5A A 
  Management style 6A A 
  IT investments 16C C 
  Select business consultant 19D D 
      
Human resource               
management 
6 23.0% Employee placement 1A A 
  Employee retention 2A A 
  Recruitment strategy 4A A 
  Compensation and benefits 7A A 
  Performance measurement 8A A 
  Compensation and benefits 11B B 
      
Marketing 
management 
3 11.5% Credit policy 15C C 
  Customer reward program 17C C 
  Marketing strategy 18D D 
      
Operational 
management 
5 19.2% Procurement 22E E 
  Machine replacement 23E E 
  Raw material management 25E E 
  Procurement 26E E 
  Machine replacement 27F F 
      
Strategic 
management 
4 15.4% Product development 13B B 
  Business expansion 10B B 
  Business expansion 14B B 
  Business expansion 20E E 
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In addition, intra-familial conflict may arise from a combination of several causes. For 
example, a father (Participant A1) and his elder son were involved in conflicts caused by both 
work-related issues, such as raising the employees‟ salaries (incident 7A) and by family-related 
issue, such as choosing a girlfriend (incident 9A) 
Level of Conflict 
Conflicts within the family TMT can occur between individuals, between subgroups, or 
between an individual and a sub-group. Table 13 shows the incidents and the conflicting parties 
that can be categorized into three levels. First, the interpersonal or dyadic conflict occurs 
between one family member and another. This conflict occurs within many (1) parent-child 
dyads, such as father – son, father – daughter, father – son-in-law conflicts; (2) sibling dyads, 
such as brother – brother and brother – sister conflicts; and (3) husband-wife dyads. Second, the 
individual – subgroup conflict occurs between an individual and a subgroup of family members, 
such as a brother versus a group consisting of his brother and sister, as well as parent – children 
conflicts. Third, inter-subgroup conflict happens between subgroups of family members, such as 
a father and uncles versus son and nephews. 
 Table 13 shows that of 26 work-related incidents reported in this study, 20 incidents were 
interpersonal conflicts. In six cases, the conflicts were between a person and a subgroup or 









Table 13: The Incidents and the Conflicting Parties 
Level of involvement 
(Total incidents)  









father (C1) and uncles son (C2) and nephews 16C, 17C C 
father (F1) and uncles son and nephews  
(F2, F3, F4) 
27F F 





brother (B2) brother (B1) and sister 10B B 
father (E3) children (E1, E2) 20E E 







brother (B1) brother (B2) 14B B 
brother (C1) brother 15C C 
brother (E1) brother (E2) 22E E 
brother (E1) brother (E2) 23E E 
brother (E1) brother (E2) 24E E 
brother (E1) brother (E2) 25E E 
brother (E1) brother (E2) 26E E 
brother (A2) sister (A3) 8A A 
brother (D1) sister (D2) 18D D 
brother (D1) sister (D2) 19D D 
father (A1) daughter (A3) 5A A 
father (A1) son  1A A 
father (A1) son (A2) 3A A 
father (A1) son (A2) 4A A 
father (A1) son 7A A 
father  son (B1) 11B B 
father  son (B2) 12B B 
father  son (B2) 13B B 
father (A1) son-in-law (A4) 6A A 
husband (A1) wife  2A A 
            
 
Hierarchical Level of Conflict 
Based on generational relationships between family members, two types of hierarchical 
conflict emerge – intra-generational (within a generation) and  intergenerational (across 
generations) conflicts (Table 14). Intergenerational conflict (14 incidents) involves family 






Table 14: Intra-familial Conflict in Multigenerational Family Businesses 
Hierarchical 
level          
(Total incidents) 





conflict          
(12 incidents) 
Sibling            
conflict 
brother (B1) brother (B2) 14B 
brother (C1) brother 15C 
brother (E1) brother (E2) 22E, 23E, 
24E, 25E, 26E   
brother (B2) brother (B1) and sister 10B 
brother (A2) sister (A3) 8A 




Husband (A1) wife 2A 
     
Intergenerational 




father (E3) children (E1, E2) 20E, 21E 
father (A1) daughter (A3) 5A 
father (A1) son 1A 
father (A1) son (A2) 3A, 4A 
father (A1) son 7A 
father  son (B1) 11B 
father  son (B2) 12B, 13B 





father (C1) and uncles son (C2) and nephews 16C,17C 
father (F1) and uncles son and nephews 27F 
 (F2, F3, F4)  
          
and uncle(s) – nephew(s). Intra-generational conflict (12 incidents) occurs among family 
members of the same generation, such as conflict among siblings or cousins.  
By combining the level of involvement and the types of hierarchical conflict (Table 15), six 
possible types of intra-familial conflict can occur in family businesses. However, only five types 
were found in this study (Table 16). Cells 1, 2, and 3 represent the different levels of 
intergenerational conflict among family members. Similarly, cells 4, 5, and 6 reflect different 






Table 15: Inter-relationship between Level of Involvement and Hierarchical Level of 














father  son 1A A 
father  son 3A A 
father  son 4A A 
father  daughter 5A A 
father  son-in-law 6A A 
father  son 7A A 
father  son 11B B 
father  son 12B B 
father  son 13B B 
father son 17C C 








father children 20E E 
father children 21E E 








father and uncles son and nephews 16C C 
father and uncles son and nephews 27F F 






husband wife  2A A 
brother sister 8A A 
brother brother 14B B 
brother brother 15C C 
brother sister 18D D 
brother sister 19D D 
brother brother 22E E 
brother brother 23E E 
brother brother 24E E 
brother brother 25E E 
brother brother 26E E 







brother brother and sister 10B B 
 
 





  Table 16: Six Types of Intra-familial Conflict Levels in a Family Business  
 
                         Level of Involvement 

























of the different 
generations, such 
as father – son, 
father - daughter, 




a family member 
and a subgroup 
of other family 




















of the same 
generation, such 
as a sibling and 
cousin conflict 
(A, B, C, D, E) 
5 
Conflict between 
a family member 
and a subgroup 
of other family 







two or more sub-
groups of family 




    
Note: 
a
) This type of conflict was not found in this study but potentially occurs if a large number of family 
members of the same generation are involved in the business. The companies are identified in parentheses. 
A further analysis of intra-generational and intergenerational conflict indicated that in all 
multigenerational firms (Companies A, B, C, and F) except one (Company E), intergenerational 
conflicts are more frequent than intra-generational conflicts (Table 17). For instance, six out of 
eight incidents reported by participants in Company A are intergenerational conflicts. Conflicts 
between the father and his three children are more frequent than conflicts between the children.  
Similarly, three out of five incidents in company B and two out of three incidents in company C 





Table 17: The Frequency of Inter- and Intra-generational Conflict in Multi-generational 
Companies 











“I am rarely involved in a conflict with 
my siblings.” (Participant A2) 
 
His statement was supported by his 
sister: “Conflict among siblings is 










“Conflict among the second generation 
is rare.” (Participant C2) 
“There was infrequent conflict among 











0 “We (among four cousins) help each 
other. If one of us should leave for a 
certain amount of time then we will do 
his/her job.” (Participant F2) 
 
 Note: The incident number is identified in parentheses; n/a: not available; a) the father (senior generation) is a 
commissioner who is not directly involved in daily operations.  
 
This fact is supported by the statements of the participants. Most participants of 
multigenerational family businesses, Companies A, C, and F, stated that they were rarely 
involved in conflicts with their siblings or cousins but mainly with their senior or junior 
generations. For example, two children of Company A stated that conflict between them is rare. 
They complained more about their conflicts with their father (incidents 4A, 5A, and 6A). 
Moreover, junior members of Companies C and F reported that they experienced fewer conflicts 








In multigenerational family businesses, conflict is more frequent between family members of 
different generations than between members of the same generation.  
 
Throughout the analysis, it was found that intergenerational conflict was triggered by the 
direct involvement of senior members in daily business operations, the generational differences, 
and the perception gaps concerning the ability to run the business. All of these factors will be 
covered and additional propositions will be developed in section 3. 
 
Effects of Conflict 
Table 18 shows that conflicts can have different impacts on three family business 
subsystems – individual family members, the family unit, and also the business entity (see 
Appendix G). It shows that some conflicts can be kept from escalating but some other conflicts 
escalate to the level where the functioning of the family and the business is disrupted.  
Conflicts in Companies A and B tended to negatively affect individual well-being, 
damaged the family relationships, and interfered with the business working environment. 
Conflicts between a father (Participant A1) and his eldest son (incidents 1A & 7A), a sister (A3) 
and her young brother (A2) (incident 8A), a father and his son (B2) (incidents 10B & 14B), and 
between brothers (B1 – B2) (incidents 10B & 11B) escalated to a more destructive level which 
harmed the family relationships, divided non-family employees, and ruined the business.  
In Company A, tensions between a father (Participant A1) and his son about human 
resource allocation and compensation (incidents 1A and 7A) and about a family issue (incident 
9A) escalated destructively.  The father was sometimes annoyed and often succumbed, in order 
to avoid further conflict. He stated: “To be honest, I often relent to my children to avoid 





Table 18: Outcomes of Conflicts 
Incident number Party 1 Party 2 
Effects of conflict 
individual family business 
5A, 6A  
 
Father (A1)  Daughter (A3) 
 







1A, 7A, 9A Father (A1)   Son 1  
 
(-) (-) (-) 
3A, 4A Father (A1) Son (A2) 
 
0 0 (-) 
11B  Father  Son (B1) 0 0 0 
12B, 13B  Father Son (B2) 
 
(-) (-) (-)  
16C, 17C  Father  (C1) /uncle Son/nephew (C2) (-) 0 0 
20E, 21E  Father (E3) children (E1, E2) 0 0 0 
27F  Father/uncle (F1) son/nephews (F2, F3, 
F4) 
0 0 0 
2A Husband (A1)  Wife  * 0 0 
8A Sister (A3) Brother (A2) 
 
(-) (-) (-) 







15C Brother (C1) Brother 0 0 0 
18D, 19D  Brother (D1) Sister (D2) 0 0 (+) 
22E, 23E, 24E, 
25E, 26E 
Brother (E1) Brother (E2) 0 0 0 
Note: (-) = negative effect; (+) = positive effect; 0 = no effect; *) unidentified 
also negatively impacted their relationship as the son avoided meeting his father and did not go 
to the office to work either. The father reported: “Conflict affected our relationship. My son 
didn‟t talk with me and avoided meeting me. It impacted his work. He was rarely in the office or 
came to work.” Non-family employees, particularly those in middle and top level management, 
were negatively affected by those conflicts. They were split into several groups. Some employees 
sided with the father and some others sided with the son. (Participant NF A1).Intra-familial 





Company A. Intense conflicts occurred between the father and his second son (Participant B2) 
who was appointed to run a business unit. They were involved in conflicts which centered on 
business strategies (incidents 12B & 13B).  
These conflicts have damaged family relationships by, for example, breaking off 
communication between the father and his son after the son was fired from the company and 
expelled from the house. The profound effects of these conflicts were clearly described by two 
participants. Participant B2 said: “Finally, I was fired from the company and expelled from 
home. We did not talk to each other for a long time.” His statement was supported by his brother 
(Participant B1), who stated: “I was rarely involved in conflict with my father. My younger 
brother was. He was fired from the company and was expelled from home. At the time they were 
quarrelling, my father broke a chair and my brother hit the wall.”  
The interviews revealed that conflicts among family members negatively influence the 
business working environment. When family members cannot deal with their sharp 
disagreements, employees can begin to split into conflicting groups that potentially reduce the 
efficiency and effectiveness of their work. A non-family employee (Participant NF B1) reported: 
“Disagreements among them lead to employees being split into blocks or groups .” These 
conflicts also negatively affect the performance of the business unit. Participant B1 stated: “Then, 
this business unit could not compete and lost its market share significantly.” This was supported 
by another participant who commented: “Its sales fell and then the business unit was considered 
as a burden (of the holding company).” 
In two other incidents (incidents 10B & 14B), there were significant conflicts between 
siblings (Participants B1 – B2). A non-family employee in the management team (Participant NF 
B1) reported that the siblings communicated through other people, including non-family 
employees. He said: “There is almost no communication among them (siblings). They 
communicate and control what their other family members want through a third party 
(employees).” In addition to these negative impacts on family relationships, these conflicts also 
affected non-family employees who became divided into opposing groups.  
Some conflicts do not have those effects. In Company C, a junior family member 
(Participant C2) was frustrated because his new customer reward and new computerized business 
system ideas (incidents 16C & 17C) could not be implemented as there was no approval from his 





evidence provided by a non-family employee (Participant NF C1): “They [family members] have 
good relationships.” 
Some conflicts, on the other hand, are functional because they contain efforts to admit and 
clarify contrasting views. Participant D1 explained: “We share strategic decisions to other 
owners. As shareholders we are equivalent. If other shareholders have strong different reasons, 
we delay the decision.” This process can produce better decisions and lead to gaining support 
from other family members as Participant D1 said: “I used the disagreement to confirm whether 
the decision that will be taken is right or wrong.” 
This study also identified that conflicts may not influence business performance as much as 
predicted. In answering the question about the current economic performance of their firm, all 
family member participants reported that, on the whole, their firm was financially healthy or very 
healthy. During the conflict, family members sought to ensure that the business processes were 
not impacted. Comments such as: “Conflict does not influence my job. For me, working is 
working.” (Participant A2); “Conflict does not influence our performance because the company 
has an established business system. Conflicts should not disturb working systems and 
procedures.” (Participant B1); “Even when we have a conflict, we will keep on working.” 
(Participant B2); and “Conflicts do not interrupt our business operations as we continue working 
as usual” (Participant F3) reflect the awareness of family members of the need to maintain the 
viability of their firm. This was supported by a non-family employee participant (Participant NF 
B1) who explained why intense conflict between family members did not influence the operation 
of the business. One stated: “Conflicts occurred at a certain level [top management level]. 
Therefore, production [operational level] runs as usual. They [family members] are aware of not 
disrupting the business activities.” 
Furthermore, some participants reported that conflicts in their family firm do not affect 
them, their family, or their businesses. The data in Table 18 shows that not all conflicts in a 
family business affect family harmony (e.g., incidents 27F & 11B). These were supported by 
some participants who stated that conflicts between them in their family firm do not weaken their 







Table 19: Examples of Statements Explaining the Lack of Effect of Family Business 
Conflict on Family Harmony 
Participants Statements 
 
C2 “We [cousins] live nearby and we are close to one another. We do not talk about 
business at home. If there is tension in the office, we talk about our next holiday 




“Generally, conflict does not influence our relationships in the family because 
we are all committed to our family values [should be unified and keep harmony 
of the family]. When a conflict occurs, we resolve it soon.” 
F3 “It [conflict] does not influence our personal/familial relationships.”  
 
 
Discussion of Section 2 
Section 2 describes the nature of conflicts in family businesses, which vary in the nature of 
the issues involved, the parties, and the outcomes. The levels of conflict may be interpersonal, 
involving two family members, or involve a group. The focus of conflict tends to be concentrated 
on work-related issues of operational matters and strategic decisions making, such as determining 
recruitment strategy, compensation and benefits, as well as business expansion. 
As indicated by the system theory, the overlap between family and business subsystems 
potentially triggers conflict in a family business which may impact the individual well-being, the 
family, and the business.  The findings present some dimensions of intra-familial conflict that are 
specific to family businesses. First, there is a dynamic reciprocal relationship between family and 
business conflicts. It seems that the close family relationship between the conflicting parties blurs 
the boundaries between family and business conflicts. Conflict within the family, such as 
between parents and a son over mate choice, can spill over to the business and create an 
unpleasant work environment that may lead to conflict in the business. On other hand, conflict 
within the business, such as disagreements over decisions or product development or marketing 
strategy, can influence the relationships between family members and trigger conflict within the 
family. 
These results are consistent with previous studies which indicated that conflicts in the 
family sphere and conflicts in the business sphere are connected to each other (Boles, 1996), and 





and the behavior of the family members in the businesses (Davis & Stern, 1988). The results are 
also in line with family business literature which suggests that family and business subsystems 
are interrelated (Gersick, et al., 1997; Harvey, et al., 1998; Kellermanns & Eddleston, 2004; 
Leibowitz, 1986; Tagiuri & Davis, 1996), and that the obscurity between the boundaries of 
family and business creates a chance of conflict between family (Gersick, et al., 1997) members 
(e.g., Danes, Rueter, Kwon, & Doherty, 2002; Harvey, et al., 1998; Van der Heyden, et al., 
2005). The findings of this study highlight the reciprocal relationships between family and 
business conflicts. But it is not clear which conflict comes first – family or business conflict and 
how conflict in the family influences conflict in the business and vice versa.  
Second, intra-familial conflicts in TMT may occur at different levels, including 
interpersonal, individual – subgroup, and inter-subgroup conflicts. By combining these levels of 
conflict and the generational relationships between family members, this study identified six 
different types of conflict in family TMT (refer to Table 16). Previous research on family 
business conflicts has not thoroughly explored all parties involved in a conflict. They have 
mostly emphasized on the group level of conflict (e.g., Eddleston & Kellermanns, 2007; 
Kellermanns & Eddleston, 2007; Sorenson, 1999) without addressing the mutual effect of other 
levels of conflict.   
It is essential to carefully identify the relationship between participants in family business 
conflicts in order to understanding the conflicts and to deal with them effectively. A dyad 
conflict between a father and a son can be very different from that of two siblings because of the 
differing generational and seniority relationships. The characteristics of conflict between two 
individual family members can be very different from a conflict between two subfamily groups 
(inter-subgroup conflict). Pieper (1989) suggests the importance of understanding inter- 
group/subgroup conflicts, such as between different generations or core families, in family 
businesses. Yet, this area of research has not been adequately explored. Exploring intergroup 
conflict can lead to a richer understanding of family business conflicts. 
Third, while studies in organizational conflict have revealed that conflicts in a group or a 
workplace influence both individual and group or organizational outcomes, this study shows that 
conflict in a family business can also affect the family harmony/relationships. Family business 
conflict studies have acknowledged the impact of conflict on individuals as well as on family and 
business levels. However, their focus has been on business outcomes (e.g., Kellermanns & 





of conflict on all family business subsystems because they are interdependent (Figure 5). 
Individuals are part of family and business units, and the family influences the business and the 
business subsystems. Therefore, each family business subsystem influences and is influenced by 





Figure 5: The Interdependent Relationships between the Individual, the Family, and 
the Business 
 
Furthermore, another important point to emerge from the analysis of intra-familial conflicts 
is the high frequency of conflicts between senior and junior family members. In the context of 
Indonesian cultures and especially Chinese family businesses, where people tend to maintain 
harmony, hierarchical order, and familism, and people are expected to respect older family 
members, the frequent intergenerational conflict is an interesting phenomenon that needs to be 
better understood. In this culture, arguing or disagreeing with parents or other adults is regarded 
as disrespectful. Looking deeper into the types of Chinese Indonesian people may help to explain 
this finding.  
Culturally, Chinese Indonesians can be distinguished as “totok” (Chinese migrant/pure 










Indonesians who still educate their children in Confusion values, speak Mandarin, and celebrate 
Chinese traditional events; while peranakan are those who are born in Indonesia, are descendants 
of Chinese who have several generations living in Indonesia, are mostly Christian, have limited 
or no Chinese dialect, and in general mingle with other Indonesian people (Efferin & Hopper, 
2007). Different values held by families may influence the nature of interactions and 
communications between family members and explain why, in some companies, 
intergenerational conflicts frequently occur. For example, Wijaya (2008) argues that the changes 
in religious-cultural values have brought a new perspective of familism. He proposes that 
Christian values do not sufficiently support the Confucian philosophy on the centrality of the 
family and, therefore, have lessened the importance of familism. Therefore, younger family 
members who adhere tightly to Confucian values (totok), such as familism, harmony, and respect 
for authority may be more likely to accept their elders‟ advice or opinions than those with other 
values (peranakan) and, consequently, result in a lower frequency of intergenerational conflicts.  
In sum, this study supports the perspectives of the system theory. It suggests that conflicts 
in family businesses are related to the intertwined relationship between family and business 
systems (Gersick, et al., 1997; Tagiuri & Davis, 1996). Consequently, a conflict in one 
subsystem could spill over to, have an impact on, and trigger a conflict in another subsystem. 
Furthermore, this study indicates the „negative side‟ of familism in family businesses. Family 
relationships have blurred the boundaries between the family and the business. Formal positions 
in the company often do not represent their family authority. The involvement of the family in 
the business results in an interaction pattern and the cultural values of the family, such as father 
as the highest decision maker and the need to respect to older people, which are transferred to the 
business. Familism may also make family members think that they have the same 
responsibilities, rights, and sense of belonging. As a result, decision making processes become 
more complex and difficult, and potentially trigger conflicts.  
The findings of this study show the complexity and the multiple dimensions of conflict in 
family businesses. It underlines the importance of understanding the dimensions of family 
business conflicts and their relationships in determining appropriate techniques for conflict 





Section 3: Dynamics of Intergenerational Conflict 
 
As pointed out in the previous section, this study found that in multigenerational and 
multimember family firms, the frequency of conflict between family members of different 
generations is higher than conflict between those of the same generation. However, because of 
the sample used in this study, these points may only be relevant in the context of large-scale 
privately held family businesses where the founder(s) or senior family member(s) is the head of 
the business and members of the junior generation are generally assigned to different business 
units. The direct involvement of the members of the senior generation in day-to-day operations, 
intergenerational diversity, and perception gaps between generations regarding another‟s 
competence to run the business are identified as the main factors that trigger intergenerational 
conflict.  
 
The Role of Senior Members in Daily Business Operations 
In multigenerational companies, intra-familial conflicts more frequently arise between 
generations. However, there is an exception for Company E. In this company, intergenerational 
conflicts are lower than intra-generational conflicts (Table 17). The role of the senior members in 
the business may explain this case as described below. 
Table 20 shows the formal management positions of the members of the senior generation, 
their involvement in business operations, and the possible relationships between the seniors‟ 





Table 20: The Direct Involvement of Senior Members in Day-to-day Management and the 
Frequency of Conflict 
Companies Managerial positions of the senior 
members 
Senior‟s direct  
involvement in daily 
operations 
Intergenerational 
conflicts are more 
frequent than intra-
generational conflicts b 
A President Director (Father) Yes 
 
Yes 
B President Director Yes Yes 
C Director (Senior 1) 




F Commissioner a (Senior 1) 




 E Commissioner  Limited  No 
Note:  a) a supervisory task that, normatively, is not directly involved in day-to-day business operations 
           b) refer to Table 17 
 
 
operations seems to trigger intergenerational conflict (in the cases of Companies A, B, and C) 
because junior members struggle with authority if the senior members are still involved in the 
business operations (refer to incidents 1A, 3A, 4A, 7A, 11B, 16C, and 17C). 
For example, conflicts between a father (Participant A1) and his son occurred when a son, 
who was in charge of human resource development, was unable to transfer an employee from 
one position to another position (incident 1A) without his father‟s approval. He also could not 
implement his idea to raise the employees‟ salaries because his father refused it (incident 7A). 
Intergenerational conflict also happened in Company C (incident 17C) when a son/nephew, who 
held a position as a sales manager, did not have authority to implement his customer reward 
program plan.  
Conversely, intergenerational conflict in Company E was lower than in other companies 
because the members of the senior generation in Company E limited his role in the day-to-day 
operations of their company. He allowed junior members to make their own decisions regarding 
the firm‟s operations and take their own risks. They believed that: “The losses resulting from a 
decision is like a tuition fee for learning to be better next time. “ (Participant E3/Father). This 







The participation of senior members in daily business operations increases the frequency of 
intergenerational conflict.  
Generational Differences 
 The family groups in multi-generational family businesses have varying levels of 
diversity in their age, tenure, experience, and academic background. Table 21 shows the 
demographic patterns of senior and junior generation family members in the six family 
businesses. The average age of senior members was over 60 years old and the average junior 
member age was around 30 years. The working tenure differences between senior and junior 
members were varied ranging from 3 years (Companies B and E) to 37.2 years (Company F). 
The average of all such age differences was approximately 20 years. Compared to other company 
participants, Companies B and E are relatively new. The founders / fathers in both companies 
already had other businesses before establishing these firms. Junior members generally have 
higher educational background than senior members. In addition, all junior participants in this 
study graduated from overseas universities. These differences may cause disparity in the 
preferences regarding the ways of doing business, which in turn can increase intergenerational 
conflict.  
Table 22 shows the differences in management practices of family members from the 
different generations. Some incidents show that senior family members were more motivated by 
financial considerations (incidents 3A and 16C). Meanwhile, junior family members were more 
concerned with technology and productivity. For example, a conflict occurred when, for the 
reason of efficiency and productivity, the younger generation proposed a computerized 
information system and the older generation refused it because of financial considerations. 
Another incident (incident 4A) shows the difference in human resource perspectives between the 
generations.  In sum: 
 
Proposition 3: 





Table 21: Demographics (Age, Tenure, and Educational Background) Diversity between 








(in average years) 
Tenure  
(in average years) 
Educational 
background b 
Senior  Junior  ∆ c Senior  Junior  ∆ c Senior  Junior d 
A Parents – 
Children  
55.5 28.75 26.8 25 5.5 19.5 1 2 
B Father – 
Children  
67 38.67 28.3 16 e 13 3 1 2 
C Siblings – 
Cousins 
67 30.8 36.2 42 6.8 35.2 1 2 
E Father – 
Children  
62 30 32 10 e 7 3 1 2 
F Siblings – 
Cousins 
62 30 32 44 6.8 37.2 2 2/3 
Average    31.1   19.6   
a) based on all family members within the business (refer to Appendix F/including family members who did not 
participate in this study);  
b) 1 = high school; 2 = undergraduate; 3 = postgraduate;  
c) ∆ = the difference of age and tenure between the senior and junior generations;  
d) In this study, all junior participants graduated from overseas universities.  





Table 22: Examples of the Difference in Management Practices between Senior and Junior 








3A “Conflict also occurred when my son proposed a 
computerized information technology system. We (my 
wife and I) thought it was very expensive. My son argued 











16C “A sharp conflict occurred when our children proposed an 
integrated computerized program. We (senior members) 
previously refused it because it required a lot of 
investment and work, and we thought that we did not need 
it yet.” 
4A “I (a son) prefer to hire employees from within the 
company... so there is a clear career path for employees. 
Employees who have good performance can be promoted. 






5A “My father-in-law wanted me to get involved in lower-
level management tasks. We (my wife & I) thought we 





20E “For example, it was about business development. My 
father intended to buy new machinery. We (my brother 
and I) did not agree. My father did not know the market 








Perception Gap between Generations 
Another factor that may encourage intergenerational conflict is differences in perception 
across generations concerning their ability to run the business. Table 23 shows that such 
perception gaps exist in Companies A and B but not in Companies C and E. It can be seen that 









Table 23: Examples of Statements Showing Perception Gaps between Generations 
Company Perception 
gap 






A Yes He also stated: “My children are still young. 
They are not yet able to make strategic 
decisions. I still hold power and drive this 
business.”  (Participant A1) 
“Parents are seen to consider their children 
as children, even when we are grown up.” 
(Participant A3) 
“I often have conflict with my father.  




B Yes “When I said that good employees should be 
entitled to bonuses, my father said that I was 
presumptuous and he was very angry.” 
(Participant B1) 
“Conversely, my father was very 




C No “Give others the opportunity to share their 
ideas. We never know what will happen in the 
future. Maybe they are right.” (Participant 
C1) 
“However, as time went by, I understood 
more about the company and realized that 




E No “As a parent, I have to listen to them (children) 
because to some extent they may be right.” 
(Participant E3) 
“My father, who has more experience, 
might be able to see opportunities better 







the ability or attitude of the other generation does not fit with each other. For example, in 
Companies A and B,  the senior generations, who have succeeded in establishing and or 
developing the business, have been actively involved in the business for a long time and, 
therefore, may feel more experienced and believe they have a greater understanding of the 
business than their younger generation family members. On the contrary, members of the 
younger generation, who usually want to participate in setting the direction of the business, often 
perceive their previous generation as being dominant and reluctant to change.  
Such a perception gap often leads to conflicts. Senior members, who perceive that the 
junior members are lacking in experience, tend to resist the new ideas proposed by their 
successors. On the other side, the younger generation, who perceive that their seniors are 
reluctant to change, may not fully accept the refusal and keep fighting to convince their seniors 
or even take actions against their decisions. For example, incidents 4A and 7A happened because 
the father rejected his son‟s human resource policies even though he delegated him the role of 
human resource management. The son insisted on implementing his ideas and unbeknownst to 
his father, raised the employees‟ salaries. 
The findings show a different situation in Companies C and E. Intergenerational conflicts 
in these companies were less frequent than in Companies A and B. In Companies C and E, 
family members of the senior and junior generations generally have positive perceptions about 
others‟ abilities and attitudes. The senior members believed that the junior members did not want 
to fail and, therefore, they should give them the opportunity to implement their ideas. Similarly, 
the junior members respected their parents as people who have more experience than them in 
running the business. Having similar perceptions reduces the occurrence of intergenerational 
conflict. This leads to the following proposition: 
 
Proposition 4: 
Perception gaps between senior and junior generation members concerning competence of 






Discussion of Section 3 
In multigenerational family businesses, different generations work side by side and there 
are possibilities for conflict to arise between the generations. As mentioned above, 
intergenerational conflicts were reported more frequently than intra-generational conflicts. This 
evidence conflicts with Indonesian and Chinese cultural values. For example, Indonesian people 
generally are taught to maintain a social hierarchy that includes respect for authority, their elders, 
and their parents. Family members of the younger generation are expected to be respectful of 
their elder generation. Therefore, the frequent occurrence of intergenerational conflicts in the 
context of family businesses in Indonesia does raise interesting questions for further 
investigation, such as whether this cultural value is related to behavior patterns of the younger 
generation or not. Unfortunately, the data does not contain information on the values held by 
participants to explain this tendency. However, this study has identified three major factors that 
cause intergenerational conflicts, including the continuing control by the senior members, the 
generational diversity, and the perception gaps between generations  
First, intergenerational conflicts generally occur when founders/members of the older 
generation do not delegate decision-making authority to the younger generation. In family 
business literature, this phenomenon is known as the shadow of the founder or generational 
shadow (Davis & Harveston, 2001). Their study found that this increases overall conflict. 
However, a study by Ensley and Pearson (2005) disagrees. By comparing TMT with and without 
parental involvement, they found that family TMTs that include parental experience lower the 
level of conflicts than those teams that do not. 
This finding may reflect the widely held view that management processes in Chinese 
family firms are characterized by personalization, paternalism, and a centralized authority 
structure (Kiong, 2005). In this kind of organization, top decisions are usually made by the 
founder or the members of the senior generation.   
Second, generational differences often lead to intergenerational conflict in 
multigenerational family business environments. Conflict can easily arise when family members 
with different ages, tenures, managerial experiences, and educational backgrounds are working 
side by side. Some previous studies have identified significant generational differences in the 
context of family businesses. For example, Dyer (1988) found that first generation family firms 





more professional management practices. She also found that decision-making in the first 
generation is more centralized than in subsequent generations. Other studies which explored 
generational differences in family businesses report that later generations tend to have a lower 
level of market-oriented behavior (Beck, Janssens, Debruyne, & Lommelen, 2011), use higher 
debt financing, and have better succession planning (Sonfield & Lussier, 2004). The recent study 
found that generational diversity not only causes differences but also leads to conflicts.  
Third, the existence of perception gaps between the different generations over each other‟s 
managerial capability can increase the frequency of cross-generation conflicts. Senior members 
often perceive that their children or nephews have little business experience. Conversely, junior 
members presume that their seniors are reluctant to change their way of doing business. Such a 
perception gap can trigger conflict between the generations. Senior members do not allow junior 
members to make decisions and implement their own ideas, and junior members strongly defend 
their opinions.  
Empirical studies that investigate perception gaps have been conducted in various contexts, 
such as R & D, manufacturing, sales and marketing, and multinational companies (Karra, et al., 
2006). Those studies found that perception gaps appear to create problems. For example, Chini et 
al., (2006) revealed that perception gaps between the headquarters and subsidiaries concerning 
information flows exist in multinational companies and negatively affect manager satisfaction. 
To the best of my knowledge, no researchers have paid attention to the existence of 
perception gaps between family members in family businesses. The findings of this study 
provide the first evidence that perception gaps across generations exist in family businesses and 
can lead to conflict between them. 
The antecedents of intergenerational conflicts in multigenerational family firms are 






Figure 6: The Antecedents of Intergenerational Conflicts 
 
Section 4: The Escalation of Intra-familial Conflict 
 
This section examines factors that may contribute to the escalation of the conflicts. By 
analyzing each incident, comparing the comments from all participants, and looking for patterns, 
three themes emerged: expressions of negative emotion, conflict handling strategies, and the 
involvement of non-family employees in the conflicts.  
The link between each theme and the outcomes of conflict are presented in Table 24 and 
will be discussed in the following sub-sections. The outcomes of conflict are classified here as 
serious, moderate, and low consequence. Serious conflict negatively affects the individual, 
family harmony, and the business operation/performance. Moderate conflict effects are only 
partial, and low conflicts do not influence any family business sub-systems. 
The interpretation and discussion of the research findings are provided at the end of this 
section. The research findings and the discussion of the results led to a proposed model for 
describing the escalation of conflict in family businesses.  
 
Conflict Handling Strategies 
 
 Conflict handling strategies refer to the way that family members respond to conflict. 


















the details). The findings show some characteristics in common. First, family members use 
different strategies for handling conflict. For example, Participants A1, B2, and a father in 
Company B used mainly a dominating strategy which considers concerns of self before others. 
Other participants primarily used an avoiding strategy (Participants A3, A4, & C2), obliging 
strategy (a wife in Company A) or compromising/integrating strategies (Participants D1, D2, E1-
3, and F1-4). 
Second, most participants seem to use one style of conflict strategy without regards to the 
situation or the other party in the conflicts. Six (Participants A1, B2, C1, E1, E2, E3) out of nine 
participants who were involved in a conflict with two or more other family members in inter- and 
intra-generational relationships used the same dominating strategy. For instance, (refer to Table 
24), there was a tendency for Participant A1 to use a dominating strategy to resolve a conflict 
with his wife (incident 2A), sons (incidents 1A, 7A, 3A, 4A, & 9A), and daughter and son-in-law 
(incidents 5A &6A). Participant B2 also used a dominating strategy in a conflict with his father 
(incidents12B & 13B) and his older brother (Participant B1) (incidents 10B & 14B). Meanwhile, 
participants E1, E2, E3 and C1 tended to employ compromising or integrating strategies. 
Other participants (A2, A3, B1) used different conflict handling strategies in different 
situations and with different people. For example, when Participant B1 was in a conflict with his 
brother, he used a dominating strategy (incidents 10B & 14B), but used a compromising or 
integrating strategy to handle a conflict his father (incidents 11B). Participant A3 employed a 
dominating strategy when she was in a conflict with her younger brother (Participant A2, 





Table 24: Conflict Handling Strategies, Expression of Negative Emotions, and Involvement of Non-family Employees in Conflict 
Effects of conflict 




































































Son 1  (-) 
Anger, does not talk 
to his father, avoids to 
meet his father 
Dominating 
(stuck in his 
own way) 
Yes 1A, 7A, 
9A 
 
(-) (-) (-)  Father (-) 






Son (B2) (-) 
Emotional outbursts, 






































(-) 0 0 Father  (C1) 
/uncle 




















































































Father (A1)  (-) 
Irritated 
Dominating 
(must be obeyed, 











 Easy going 
Avoiding 
(avoid arguing & 
confrontation) 
Yes 5A, 6A 
 
0 0 (-) Father (A1) (-) 
Annoyed  
Dominating 
(must be obeyed, 
low concern for 
others) 





Yes 3A, 4A 






Son (B1) (+) 





seeks his father‟s 
approval) 
Yes 11B 









(+) calm (E1) 








































































































(attempts to find 
a solution that 
satisfies all 
family members) 





No 18D, 19D 

















tries to find 
agreeable solution; 
democratic) 
No 22E, 23E, 
24E, 25E, 
26E 
* 0 0 Husband (A1)  * Dominating 
(must be obeyed, 
low concern for 
others) 






Note:     *) unidentified; (-) = negative effect; (+) positive effect; 0 = no effect. 
 





According to their generational relationships (Table 25) the data shows that the 
members of the senior generation employ dominating, compromising, or integrating 
strategies in responding to conflicts with their junior members. There were no incidents 
indicating the use of obliging or avoiding in this type of relationship. All junior participants, 
except Participant B2, used more compromising, integrating, obliging or avoiding strategies 
to deal with conflicts with their senior generation in order to prevent a larger and much longer 
conflict. For example, when in a conflict with their previous generation, Participants A3 and 
A4 used an avoiding strategy, Participants A2 and C2 tended to employ avoiding or obliging 
strategies, and Participants B1, E1, E2, F2, F3, and F4 applied compromising or integrating 
strategies. Only Participant B2 (and a son in Company A not participating in this study) used 
a dominating strategy when in a conflict with his father (senior generation). 
In intra-generational conflicts (Table 25), specifically in sibling or cousin conflicts, no family 
members employed avoiding or obliging strategies. The strategies that they typically used in 
conflicts with those of the same generation were dominating, compromising, or integrating. 
However, an exception was reported in the data. Incident 2A shows that in this husband – 
wife relationship, the wife used an obliging strategy in responding to a conflict with her 
husband who was a dominant person. As a husband – wife relationship may differ from other 
intra-generational relationships, such as a sibling or cousin relationship, this case can be 
excluded from consideration. Overall, the conflict handling strategies used by family 







Table 25: Conflict Management Strategies Used by Family Members Based on Their 
Hierarchical Relationship 
Hierarchical 



























Father (A1)   Dominating Son 1  Dominating 1A, 7A, 9A 
Father Dominating Son (B2) Dominating 12B, 13B 
Father (A1)  Dominating Daughter (A3) Avoiding 5A, 6A 
Father (A1)  Dominating Son in-law  (A4) Avoiding 5A, 6A 
Father (A1) Dominating Son (A2) Avoiding/ Obliging  3A, 4A 
Father  Compromising
/ Integrating 






















































Brother (E2) Compromising/ 
Integrating 
22E, 23E, 24E, 
25E, 26E 
Sister (A3) Dominating Brother (A2) Dominating 8A 


















Senior to junior Junior to senior  Within  generation 
Integrating √ √ √ 
Dominating √ √ √ 
Compromising √ √ √ 
Obliging - √ - 
Avoiding - √ - 
 
Proposition 5: 
Avoiding and obliging strategies are only used by junior family members to deal with senior 
family members. 
 
Finally, the use of conflict handling strategies by the conflicting family members could 
increase the likelihood of the escalation of the conflict. Table 27 (derived from Table 24) 
shows the relationships between conflict strategies and the outcomes of the conflicts. The 
complete data pairs in Table 27 clearly demonstrate three patterns of the relationship between 
the conflict management strategies used by family members and the outcomes of the 
conflicts. First, the serious negative outcomes of conflict were reported when a dominating 
conflict strategy was employed by both parties. For example, in Company A, conflicts 
(incidents 1A, 7A, & 9A) between a father (Participant A1) and his elder son were sharp and 
destructive. Parties to these conflicts tended to use more assertive and less cooperative 
strategies, placing concern of self before others, sticking to their own opinions, and ignoring 
others‟ points of view. Similarly, father and son (Participant B2) and sibling (Participants B1-
B2) conflicts in Company B escalated and negatively impacted individuals, families, and 
businesses because both parties insisted on their own ideas.  
Second, the use of a dominating strategy by one party combined with avoiding/obliging 
strategies employed by another party have a partial effect on three family business sub-
systems as seen at dyad conflicts between a father (Participant A1) and his children: a 
daughter (Participant A3/incidents 5A & 6A) and son (Participant A2/incidents 3A & 4A). 
When dealing with the conflicts, the father demonstrated a dominating strategy while the 





Table 27: The Relationship between Conflict Handling Strategies and the Negative 




Effects of conflict Party 1 Party 2 Incidents 
Individual Family 
 






(-) (-) (-) Dominating Dominating 1A, 7A, 9A 
 
(-) (-) (-)  Dominating Dominating 12B, 13B 
 






(-) Dominating Dominating 
10B, 14B 
Moderate       (-) 0 0 Dominating Avoiding 5A, 6A 
 
0 0 (-) Dominating Avoiding/ 
Obliging  
3A, 4A 


































(-) 0 0 * Avoiding/ 
Obliging 
16C, 17C 
* 0 0 Dominating Obliging 2A 
Note: *) unidentified 
was intended to prevent a prolonged conflict with their father. As participant A3 stated: “My 
father asked me why we [Participant A3 and her husband] could not reach the [sale]) target 
but he did not accept my explanation. To avoid a protracted conflict, we just said “look at the 





father. He said: “My father‟s desire must be fulfilled. I tend to relent. So it was not until the 
fatal conflict. I tend to keep silent.”  
Those conflicts did not interfere with the family relationships, but there was evidence 
that the conflicts negatively influenced the individual well-being and the business working 
environment. In the father – daughter conflicts, the daughter was adversely affected, as she 
explained: “The conflict really influenced me. I was annoyed by the conflict. I wonder why my 
father didn‟t trust me.” Meanwhile, conflicts between the father and his son negatively 
impacted working conditions and employee motivation. As described by a non-family 
participant (Participant NF A1), non-family employees were divided into groups and tried to 
take advantage of conflict situations. She reported: “The conflict affects [non-family] 
employees. When we didn‟t agree with the father, we talked to the children. Some employees 
hid behind the children when they had a conflict with their father.” 
Third, no negative effects of a conflict were found when family members were willing 
to find a mid-way solution, have tolerance for different views, be moderate or show high 
concern for others as well as themselves (compromising/integrating strategies). Family 
members in Companies C, D, E, and F, who reported no impacts of conflict on their 
individual, family, and business outcomes, generally employed compromising or integrating 
strategies in resolving their conflicts. For example, commenting on the effects of their 
conflicts, Participant F3 said: “Conflicts over business issues are frequent. For us, working is 
working, family is family. If we debate in the workplace, then it‟s over. It does not influence 
our personal/familial relationships.” Similarly, a participant from Company E stated: 
“Conflict does not interfere with our relationships. We do not have any problem outside the 
business.” (Participant E2). This statement was supported by his father who said: “So far, 
conflict at the workplace does not affect their (sibling) relationships.” (Participant E3) 
The patterns mentioned above show that the use of a more assertiveness or concern of 




Conflict is more likely to escalate when both family members use more assertive and less 
cooperative (dominating) strategies.  
 In addition, the study results show that the use of a dominating strategy is not only 





shows that individuals of a single family who employed dominating strategy experienced 
more conflict than others (shadow bars).  For example, Participant A1 involved in eight out 
of nine conflicts (89 %) reported in Company A. The data in Table 24 shows that he faced 
conflicts with all other family members, including his wife, sons (A2 and his brother), 
daughter (A3), and son in-law (A4). Similarly, in Company B, Participant B2 was in conflicts 
with his father, brother (B1), and sister. Four out of five conflicts reported involved 
Participant B2. These results indicate that individual family members employing a 
dominating strategy (e.g. Participants A1 and A2) experience more frequent conflict than 
other family members.  
Proposition 7 
Family members using a dominating strategy are more likely to experience more frequent 
conflicts and a higher intensity of conflict.  
   
Figure 7: The Association between the Frequency of Conflict and Conflict 
Strategies 

























































Expression of Negative Emotions 
 
The findings also indicated that emotional reactions often emerge during the conflicts. 
Table 28 (summarized from Table 24) shows that family members are more likely to express 
negative emotions in reaction to a certain conflict. Based on the complete data pairs, the 
expression of negative emotions was reported 14 times compared to only 8 times for the 
positive emotions.    
The data shows that the consequences of conflicts were related to negative emotions 
expressed by both parties in the conflict. When both conflicting parties responded to the 
conflict with negative emotions, the conflict is likely to have adverse effects on them as 
individuals, in their family relationships, or in the working environment. For example, 
destructive conflicts (incidents 12B, 13B) between a father and his son (Participant B2) were 
flooded with negative emotions. The son was prone to violent outbursts and the father 
seemed to get out of control. When they were quarrelling (incidents 12B and 13B), they 
expressed their feelings by punching the wall (Participant B2) and breaking a chair (the 
father). 
In contrast, the negative impacts of conflict were relatively low when one or both 
parties communicated positive emotions. For instance, an incident (11B) between a father and 
his son (Participant B1) occurred when the son proposed to give bonuses to high achieving 
employees. This disagreement was marked by the anger of the father. The son was not 
provoked by his father‟s response. He discussed his proposal again and sought his father‟s 
approval when his father became calm. This incident was clearly described by the son: 
“When I said that good employees should be entitled to a bonus, my father said that I was 
presumptuous and he was very angry. I said nothing and went home. I avoided frontal 
conflict. In the next few days, I met him when he was calm. We discussed it again. Finally, we 












   Table 28: The Relationships between the Expression of Negative Emotions and the    













(-) (-) (-) (-) (-) 1A, 7A, 9A 
 
(-) (-) (-)  (-) (-) 12B, 13B 
 
(-) (-) (-) (-) (-) 8A 
Moderate 
 
0 0 (-) (-) (-) 3A, 4A 
(-) 0 0 (-) (-)  5A, 6A 
Low  0 0 0 (-) 
 
(+) 5A, 6A 
0 0 0 (-) (+) 18D, 19D 
0 0 0 (+) (+) 22E, 23E, 24E, 
25E, 26E 
0 0 0 (-) (+) 11B 
0 0 0 (+) (+) (E1) 20E, 21E 








(-) * (-) 
 
10B, 14B 
(-) 0 0 * (-) 16C, 17C 
0 0 0 
 
* (+) 27F 
0 0 0 * * 15C 
* 0 0 * * 2A 
   Note: *) unidentified 
 
Proposition 8: 







The inclusion of non-family employees 
Non-family employees were often involved in conflict along with family members. 
This study found that the inclusion of non-family employees in conflict could worsen the 
conflicts (Table 29). For instance, incident 7A shows how a father (Participant A1) was in 
conflict with his son who proposed to increase the salaries of their employees. Some 
employees who wanted to earn higher salaries took advantage of the tension between the 
father and his son. They persuaded the son to raise the salaries of employees. The son raised 
the salaries of the employees without the knowledge of his father. As a result, the conflict 
between them became intense. Their communication was broken and finally, the son was 
transferred to another division which had a more established system. (Participant NF A1) 
Incident 8A describes the tension between siblings that arose when employees provided 
tendentious information to a family member (a brother/Participant A2) about employees‟  
performances in other divisions (managed by a sister/Participant A3). The sister could not 
accept the blame from her brother. In this conflict, some employees took the side of the sister 
and some others took the side of the brother. Their relationship was negatively affected by the 
situation and there was poor communication between them. (Participant NF A1)  
Incidents 14B and 10B in Company B show how employees gave misleading 
information to conflicting siblings. Participant B1 was in a conflict with his young brother 
(Participant B2) about developing a new business unit (incident 14B). The conflict escalated 
when a non-family employee provided erroneous information, as reported by Participant B1: 
“Once I instructed my subordinate to fix a kind of plant facility (cowshed), but some other 
employees said that my brother prohibits it. After I traced the source of information, I found 
that it was not true. So be careful with the source of information. Do not let any provocation 
come from the bottom (employees).” He reaffirmed this story and stated: “We also need to be 
aware of intra-familial conflict triggered by provocation from employees. Conflict becomes 












Table 29: The Relationships between the Involvement of Non-family Employees and the 
Negative Outcomes of Conflicts 
Effects of 
conflict 
Party 1 Party 2 
Non-Family 























Kinship  Kinship  
 
(-) (-) (-) Father (A1)   Son 1  Yes 1A, 7A, 9A 
 
(-) (-) (-)  Father Son (B2) Yes 12B, 13B 
 












0 0 (-) Father (A1) Son (A2) Yes 3A, 4A 
(-) 0 0 Father (A1) Daughter (A3) Yes 5A, 6A 
0 0 0 Father (A1) Son-in-law  (A4) Yes 5A, 6A 
0 0 0 Father  Son (B1) Yes 11B 
(-) 0 0 Father  (C1) 
/uncle 
Son/nephew (C2) No 16C, 17C 
0 0 0 Father (E3) children (E1, E2) No 
a 
20E, 21E 
0 0 0 Father/uncle 
(F1) 





0 0 0 Brother (C1) Brother No 15C 
0 0 (+) Brother (D1) Sister (D2) No 18D, 19D 
0 0 0 Brother (E1) Brother (E2) No 22E, 23E, 24E, 
25E, 26E 
 
This fact was supported by a non-family employee‟s statement that indicated the 
negative effect of an external party‟s involvement. He stated: “There is almost no 
communication among them. They communicate and control what their family members want 





dangerous because it can worsen the situation.” (Participant NF B1). Later, Participant NF 
B1 explained that some employees might be two-faced people.  
However, the highlighted text in Table 29 shows some exceptions to this depiction of 
the involvement of non-family employees in the conflicts. Conflicts (incidents 5A & 6A) 
between a father (Participant A1) and his son-in-law (Participant A4) in Company A and a 
conflict between a father and his son (Participant B1) in Company B involving non-family 
employees did not influence the family business subsystems. Although conflicts (incidents 
16C & 17C) between family members in Company C negatively affected individual well-
being (Participant C2), non-family employees were not involved in the conflict. 
Nevertheless, the bad experiences faced by family members in Companies E and F 
indicate the negative influence non-family employees may have. The founder (Participant E3) 
of Company E suggested that along with spouses, non-family employees can potentially 
worsen family business conflicts: “If nobody provokes us, the differences in views or opinions 
among family members will not escalate to a higher level of conflict. The potential 
provocateurs are wives and employees.”  
Similar experiences have been reported by two participants from Company F. A non-
family employee said: “Employees may take advantage of family members‟ differences. Some 
employees stood behind an owner and some other employees stood behind another owner .” 
(Participant NF F1). This involvement worsened the conflict. Later, family members realized 
that conflict has been exacerbated by the involvement of non-family employees and 
developed a family forum for decision making, described by Participant F2: “Coordination 
among family members is required because employees may benefit by hiding behind a family 




The involvement of external parties – non-family employees – in an intra-familial conflict is 
more likely to escalate the conflict.  
Discussion of Section 4 
The present study identified that while the level of conflict in some family firms 
escalated and ruined family relationships and business operations, in some others the 





non-family employees‟ inclusion influence the degree to which conflict outcomes tend to be 
destructive or constructive. 
First, the ability of family members to manage a conflict effectively seems to 
contribute to the destructiveness or constructiveness of a conflict. The findings show that 
conflicts escalate when the strategies used are more assertive or self-concerned. An escalating 
conflict negatively affects individual well-being, family relationships, and the working 
environment. On the other side, a conflict does not develop to a destructive level if family 
members use compromising or integrating strategies. This study confirms previous research 
findings that conflict management explains the variation in harmonious family relationships 
(Merwe & Ellis, 2007). The findings also partially support the results of a prior study by 
(Sorenson, 1999) which reported the positive impact of a collaboration (integrating) strategy 
and the negative impact of a completion (dominating) strategy on both the business and the 
family. However, the results in the present study are partially inconsistent with Sorenson 
(1999), who argued that an avoidance strategy leads to negative outcomes for both the family 
and the business. The findings here show that a family member chose to avoid conflict with 
other family members in order to keep family harmony.   
Regarding the conflict strategy used by individual family members, the data shows that 
most individuals tend to employ a preferred strategy in any conflict without regards to the 
situations or the party he or she is in conflict with (older or younger family members). They 
were not flexible in adjusting their strategies to specific conditions. Meanwhile, only a few 
individuals employed different strategies in different situations and with different people. 
They might use an avoidance strategy in a conflict with older family members and use a 
dominating strategy when in a conflict with family members of the same generation. 
Although more recent studies on conflict management have adopted a contingency approach, 
which assumes that there is no one best strategy to solve conflicts and, therefore, the choice 
of the strategy fully depends on the situations (Nguyen & Yang, 2012), the results of this 
study suggest that family members tend to consistently use only one strategy. This supports 
the view that individuals tend to use a preferred conflict management strategy to deal with 
conflicts across situations (Friedman, Tidd, Currall, & Tsai, 2000).  
While research on non-family firms has indicated that a referent role or hierarchical 
level in an organization influences conflict strategies used by organization members (Nguyen 
& Yang, 2012; Rahim, 1986), this study shows different results. There is no specific strategy 
used by family members in both inter- and intra-generational conflicts. A wide range of 





family members when they were in a conflict with younger, older, or family members of the 
same generation. Besides those three strategies, obliging and avoiding strategies were also 
used by junior members in a conflict with senior family members. Therefore, no conclusive 
pattern concerning the conflict strategies used by family members can be drawn based on the 
current data.  
Previous studies on organizational conflicts have revealed the relationships between 
conflict handling strategies used by organization members and cultures (Kim, et al., 2007; 
Posthuma, et al., 2006) A somewhat surprising finding from this study was that some 
individuals of the younger generation use a dominating strategy in responding to conflict with 
their older generation. They confront their fathers with their own opinions and beliefs. In the 
context of Indonesia, in which people maintain harmony and a social hierarchy, individuals 
of the younger generation are expected to respect, obey, and yield to the authority of the older 
generation. Therefore, the younger generation is expected to use a more cooperative and less 
assertive strategy.  
Changes in religious-cultural trends and education faced by the young Chinese 
Indonesian generation may explain this phenomenon. Traditional Chinese values, which are 
mainly influenced by Confucian values, are slowly fading away in the younger generation 
(Pekerti & Sendjaya, 2010; Wijaya, 2008).  This shift in values may influence how they 
handle conflicts with other family members. They may be more likely to express their 
disagreements with their elders. However, this study did not have sufficient data to support a 
further analysis. 
The importance of conflict management has been widely recognized by researchers 
(e.g., Rahim, 2002). A well-managed conflict can generate positive outcomes (Rahim, 2002; 
Wall & Callister, 1995), such as increasing the quality of decision making (Amason, 1996). 
However, conflict strategies have not been adequately investigated in the context of family 
businesses.  Further studies are needed to investigate the preferred strategies to be used by 
family members for responding to conflict with other family members. Additional questions 
need to be answered related to the key factors that underpin the choice of conflict handling 
strategies to be used in intra- or intergenerational conflicts, how one‟s conflict strategy 
influences the choice of a strategy by another, and the relationship between family and 
business conflict management strategies.   
Second, the study identifies the role of family members‟ negative emotions, such as 
anger, frustration, annoyance, and so forth, in intensifying the conflict and related to the 





positive and negative emotions when involved in a conflict. This result is consistent with 
Tagiuri and Davis (1996) who suggest that family members express their emotions 
differently. This study also shows that family members are more likely to express negative 
than positive emotions. Their familial ties may allow them to express their feeling freely. The 
results here indicate that negative emotions may explain why some family businesses 
experienced destructive conflicts. This confirms the suggestion by Eddleston and Kellermans 
(2007) that when negative emotions arise the familial interactions can be harmed. However, 
to my knowledge, no research has explicitly examined the expression of negative emotions of 
family members and the impact that this may have on family business conflicts. This finding 
has an important implication for family business studies that the emotions expressed by 
family members within a conflict affect the outcomes of the conflict. In particular, the 
expression of negative emotions leads to a more destructive conflict.  
Finally, non-family employees can be a party to promoting the escalation of conflict, 
particularly key employees who have been working alongside family members for many 
years and have gained positions as confidants. They initially may seek to facilitate 
communication and mediate; however, if they have their own motivations, interests, or 
biases, their involvement in an intra-familial conflict is more likely to escalate it.  
Although the role of non-family employees in family businesses has been recognized in 
literature (Blumentritt, Keyt, & Astrachan, 2007; Davis & Stern, 1988; Davis & Harveston, 
2001; Dyer, 1989; Hall & Nordqvist, 2008; Sonfield & Lussier, 2009; Wakefield & Sebora, 
2004), the studies which have considered their influence on family business conflicts (Davis 
& Harveston, 2001; Wakefield & Sebora, 2004) did not use them as explanatory variables. 
Moreover, the previous studies (e.g., Wakefield & Sebora, 2004) focused on the role of 
professional outsiders, such as consultants, therapists, attorney financial planners, and 
advisors or considered their inclusion in the board of directors. The results of this study 
contribute to the literature by showing the significance of non-family employee(s) in a 
conflict. Although non-family employee(s), particularly those who are working alongside the 
family members, have less power than the conflicting parties and are not directly involved in 
the conflict, they may be biased by taking the opportunity to benefit from them and tend to be 









A Conflict Escalation Model 
The proceeding discussion provides a tentative model derived from the findings and the 
discussion in section 4. Figure 8  describes the interactions between three escalation factors, 
including conflict handling strategies, expression of negative emotions, and non-family 
employees‟ involvement in the escalation process of family business conflict. It presents the 
dynamics of conflict from initial disagreement into destructive conflicts in family business 
settings.  
The model suggests that conflict escalation can be described in a general input, process, 
and output model. Input refers to the issues that lead to conflicts, process refers to how 
conflicts escalate, and output refers to its effects on individuals, family harmony, and 
business operation/performance. Conflict first arises when family members disagree over an 
issue, including a task- or family-related issue. But for this point, conflict is not necessarily 
problematic.     
The intensity of a conflict depends on how family members handle it, how they react 
emotionally, and how non-family employees are involved in it. If both parties attempt to 
resolve the conflict through a dominating strategy or if both parties react emotionally or if 
non-family employees become involved in the conflict, then it could escalate and become 
destructive. Conversely, when family members employ more cooperation and less 
assertiveness, such as a compromising or integrating strategy, suppress their negative 
emotions, and limit the involvement of non-family employees, then the conflict intensity will 
not increase.   
Although the exact relationships between these three factors is not yet clear, this study 
suggests further development of this model will facilitate future investigation of conflict in 
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Chapter 5: Conclusion, Implications, Limitations, and Suggestions for 
Future Research 
This chapter presents the conclusion of the research findings discussed in the previous 
chapter and discusses the implications on the organizational and family business conflict 
theory as well as in practice. This is followed by a discussion of the research limitations and, 
finally, suggestions for future research are presented. 
Summary and Conclusion 
This research focused on the nature of conflict in the context of family businesses, 
which are owned, controlled, and managed by a group of people with familial connections. 
The family business setting is unique because: (1) it is the dominant organizational form 
worldwide (Breton-Miller, et al., 2004; Gersick, et al., 1997); (2) it is differentiable from 
other business forms; and (3) it often experiences conflict between family members working 
in the business. Family business conflict may be different from conflict in other 
organizational settings because it occurs in the context of family relationships. Conflict may 
occur between family members and a variety of people (e.g., other family employees, family 
members not in the business, and non-family employees). This study focuses on conflict 
between family members working together in their family firm.  
This study was conducted to answer the following two research questions: (1) What are 
the unique characteristics of family business conflict? and (2) What factors cause intra-
familial conflicts in family businesses to escalate? Understanding the nature of intra-familial 
conflict is important for family business research for several reasons. It can provide a 
foundation for taking preventative actions, implementing strategies for managing conflicts or 
devising effective solutions for resolving conflicts before they become more destructive. 
Therefore, a deeper knowledge of conflict in family businesses can contribute to reducing 
intense conflict and may increase the survival rate of the businesses.  
To investigate and answer those research questions, this study utilized a qualitative 
design applying a critical incident technique. Twenty-three family and non-family employees 
of six large-scale privately-held family businesses were interviewed individually or in a 
group. A total of 27 incidents were reported and then content analyzed to derive categories 
that broadly reflected the dimensions of family business conflict and the factors that escalate 
conflict. Although this study was conducted with family members in different positions and 
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generations – founder, son, daughter, and son-in-law - and with non-family managers, the 
patterns appearing from their interviews were consistent. Incidents reported by the 
participants exemplified the complexity of family business conflicts.  
Apparent from the data is the conclusion that intra-familial conflict in family businesses 
is multidimensional, as it varies in the nature of the issues involved, the parties, and the 
consequences.  This study noted that both business and family issues can trigger conflicts, 
which may happen in inter- or intra-generational relationships. The incidents show that the 
most frequent conflict reported by the participants was interpersonal conflict. Yet, the data 
also shows that conflict may occur at different levels, including individual vs. subgroup, and 
inter-subgroup levels.  
Other findings show that, in the context of multigenerational and multimember large-
scale privately-held family businesses, this study found that the frequency of 
intergenerational conflict is higher than intra-generational conflict. The direct involvement of 
the senior members, the generational differences, and the perception gaps between 
generations over each other‟s managerial capabilities were identified as factors that were 
associated with an increased frequency of intergenerational conflicts. When senior members 
are directly involved in day-to-day business operations, junior members will struggle with the 
authority they have earned. Generational differences between senior and junior members may 
cause disparity in generational preferences regarding the ways of running a business. These 
factors could then trigger conflict across generations.  
While conflict is inevitable in family businesses, some conflicts were found 
problematic. They negatively affect all family business subsystems, including individual, 
family, and business subsystems. By comparing destructive and non-destructive conflicts, 
conflict escalation can be explained by three factors identified in the data, including the 
conflict handling strategies used by family members, the expression of negative emotions, 
and the involvement of non-family employees. This study did not find specific patterns 
concerning the strategies used by family members in inter- and intra-generational conflicts. 
Senior (junior) members might use integrating, dominating, and compromising strategies in 
conflict with their junior (senior) generations and with their family members of the same 
generation. However, avoiding and obliging strategies are only used by junior family 
members to deal with conflict with senior family members in addition to the use of 
integrating, dominating, and compromising strategies. Initial conflict will escalate to a more 
destructive level when the conflicting parties employ a dominating strategy, in which each 
party tends to stick to his/her own way or ignores others‟ opinions.  Moreover, individuals 
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using a dominating strategy were found to have more frequent conflicts and experience more 
intense conflicts than those employing other strategies. 
The negative outcomes of conflict were related to the expression of negative emotions 
showed by both parties in the conflict. The findings show that the negative impacts of conflict 
will be higher when conflicting family members express negative emotions.  
An important finding of this study is the evidence that the involvement of non-family 
employees in intra-familial conflict is an escalation factor of the conflict. Non-family 
employees, particularly those who are working alongside the family members, may be biased 
by taking a side and by taking the opportunity to benefit themselves. They may provide 
misleading or incomplete information that potentially increases the intensity of the conflict.  
Overall, this study provides insights into the nature of family business conflict, 
specifically conflict that occurs between family members working together in their business. 
The present study shows that conflict has multidimensional characteristics involving various 
issues, parties, strategies, and outcomes.  In multigenerational and multimember family 
businesses, the direct involvement of senior members in daily business operations, the 
generational differences, and the perception gaps between senior and junior members over 
each other‟s capability in running business are identified as factors that can increase the 
frequency of intergenerational conflict. Finally, conflict can escalate into a more destructive 
level because family members use a dominating conflict handling strategy, express negative 
emotions, and involve non-family employees in the conflict. 
Implications to Theory 
This study contributes to the organizational conflict and family business literature in 
several ways. First, the main purpose of this study is to explore the characteristics of conflict 
in family businesses. Particular dimensions of family business conflicts, such as the level of 
conflict, the parties involved, its effect, and so forth are obtained from the findings and 
confirm the significant influence of the family in the business. As shown in the findings, the 
family and the business systems influence each other. Family issues can spill over to and 
affect the business, and vice versa. Therefore, this study supports the system theory, which 
views family businesses as a combination of three independent subsystems – family, 
business, and ownership – which have different values, norms, and beliefs (Harvey et al. 
1998; Van der Heyden et al. 2005), and the overlap of those subsystems is a potential cause 
of conflict.  
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Second, this study contributes to family business literature by developing a framework 
that provides insight into the antecedents of the escalation of family business conflicts. The 
findings suggest that if a dominating strategy is used by family members, it tends to worsen 
both inter and intra-generational conflicts. Specifically, this study extends the family business 
and conflict literature by underlining the importance of the emotional dimension of conflict 
and the involvement of non-family employees in explaining why some family businesses 
suffer more conflict than others.  
Third, this analysis also contributes to the field of conflict management and family 
business. The existing literature argues that individuals tend to use different strategies in 
different referent roles – with supervisors, subordinates, and peers. The findings show that 
most family members tend to use one strategy in both inter- and intra-generational conflicts.  
Furthermore, the results obtained in this study enlarge the understanding of conflict in a 
family business that emotional expression is a part of intra-familial conflict and how 
individuals react emotionally in a conflict is related to the intensity of a conflict. The 
expression of negative emotions is more likely to escalate the conflict.  
The findings also provide empirical evidence that non-family employees may 
contribute to escalate conflicts. Although family business studies have acknowledged the 
important role of non-family employees in family businesses (Blumentritt, et al., 2007; Davis 
& Stern, 1988; Davis & Harveston, 2001; Dyer, 1989; Hall & Nordqvist, 2008; Sonfield & 
Lussier, 2009; Wakefield & Sebora, 2004), to the best of my knowledge, no empirical study 
has been conducted to examine their role in an escalating conflict.    
Implications to Practice 
The presence of conflict is natural and inevitable in family businesses. However, 
conflict can easily escalate to a highly destructive level. The findings from this study suggest 
that, first, the way a family member deals with conflict plays an important role in influencing 
whether or not the conflict escalates. Family members should avoid using a dominating 
strategy to deal with conflict with other family members. This study shows that integrating or 
compromising strategies are more effective in resolving conflict than others. Second, in order 
to separate emotions from cognition, family members may increase their skills of gaining 
mutual understanding and of managing the conflict or may involve a professional mediator 
(e.g., a business consultant who works with the family business) to assist in reducing or 
resolving the conflict. Third, conflict should be handled without involving non-family 
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employees to avoid more escalations of the conflict. Non-family employees may be biased by 
taking sides and trying to benefit themselves. The involvement of non-family employees in 
discussing or solving conflict should be done in an official meeting rather than an informal 
discussion.  
This study also provides some important implications of managing intergenerational 
conflict in family businesses. Family businesses that want to reduce intergenerational conflict 
within the family team should address intergenerational dynamics. Three possible actions can 
be taken to address intergenerational conflict: (1) reduce the senior‟s direct involvement in 
the day-to-day business operations and give junior members the opportunity to make an 
independent contribution to the business by letting them have more control and decision 
making authority even if they make some mistakes (Handler, 1990); (2) build awareness 
around generational differences by examining them in order to find strategies for bridging 
them; and (3) identify and dissolve perception gaps between generations in order to prevent 
unnecessary friction in family TMT. This awareness will allow family members to 




Due to the relatively small sample size of six family businesses and the convenience 
sampling technique used, this sample cannot be considered to be representative of all 
privately-held large-scale family businesses in Indonesia and the results cannot be 
generalized to the population. However, this study has identified the unique nature of intra-
familial conflict in family businesses and the factors that may lead to the conflict escalation 
that can be used for further investigation of family business conflict.   
This study may also have limitations in being generalized to other cultural backgrounds 
because it was conducted in Indonesia where family ties are strong. The father is usually 
dominant and, as well as being a senior generation family member, respected. This may be 
different from the Western pattern of relationships as well as from other Eastern countries. 
However, this study fills the lack of family business research in non-Anglo countries. In their 
review, Gupta & Levenburg (2010) show that cultural values of a country/region cause a 
diversity of family firms worldwide and, consequently, it is important to understand family 
businesses in a certain context. They suggest that to get a comprehensive understanding of 
family businesses globally, family business studies in non-Anglo countries need to be added 
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to the existing studies, which primary focus on the USA and other Anglo countries. This is 
consistent with Davis & Harveston (2001) that proposed the need for research on family 
businesses across countries to obtain more obvious ethnocentric contrasts.  
This study is also limited to the family members involved in the top management 
teams. Actually, family members outside the business can have significant influences on 
business operations and on strategic decision making processes. Intra-familial conflicts that 
occur in family businesses may also be involved in and influenced by family members out of 
the business (Davis & Harveston, 2001).  
Using CIT, this study asked participants to talk about their experiences with conflict in 
their family firms. This allowed participants to freely express their feelings and talk 
subjectively. As the findings are reported based on the participants‟ stories, the results of this 
study may in some sense be argued to be biased towards a certain perspective. Participants 
may have different feelings on escalated, unresolved, or well-managed conflicts.  
As the nature of a qualitative approach, this study is potentially subjective because it 
depends on the researcher‟s own judgments and interpretations. To promote the 
trustworthiness of the findings, this study employed multiple data sources, multiple coders, 
member checking within the interview process, and thick description.  
Suggestions for Future Research 
One of the critical issues in a family business is the occurrence of conflict between 
family members within the business. Many studies have been conducted to identify the 
antecedents and the effects of conflict on business performance. This research is a 
preliminary study that is intended to investigate the nature of conflict in family businesses in 
the context of a Southeast Asian country, Indonesia. The results of this study leave many 
questions unanswered and open up many possibilities for future research.  
Based on the findings that the family and the business are inextricably linked, it is 
possible to expand the understanding of conflict in a family business by intensively exploring 
the family as a variable in conflict research. Several studies have applied family factors to 
explain family business conflicts (Davis & Harveston, 2001; Eddleston & Kellermanns, 
2007; Eddleston, et al., 2008; Holschuh-Houden, 2008). Furthermore, practitioners and 
consultants have recognised and used the family therapy approach in the business 
environment (Rodriguez, Hildreth, & Mancuso, 1999). However, both family functioning 
dimensions and their effects on family business conflicts examined in previous studies are 
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fragmented. Further research may indicate what dimensions of family functioning are related 
to intra-familial conflict dynamics (frequency and intensity of conflict) in family businesses?  
This study found that in multigenerational family firms, intergenerational conflicts are 
more often than intra-generational conflicts. The findings also show that some family 
members from the younger generation used a dominating strategy and experienced overt 
conflict with their seniors. This indicates a contradiction between cultural values and the way 
people deal with conflicts. There is a high frequency of conflict between senior and junior 
generations in Chinese Indonesian family businesses, which are generally characterized by 
harmony, familism, and centralized authority structures. In this culture, people are expected 
to maintain harmony and show respect to older people, especially those from an older 
generation. Future research would be worthwhile on the role that specific types of cultural 
factors play in intergenerational conflicts and their effects on conflict management. This may 
include changes in the religious-cultural characteristics of the younger generation and its 
impact on intergenerational relationships. Points of comparison may include the different 
religious-cultural values of totok and peranakan.  
This study found that the involvement of senior generations in business operations,  
the generational differences, and the perception gaps between generations could be 
antecedents of intergenerational conflicts. Future studies need to be done to understand how 
and why those factors cause intergenerational conflicts. For example, generational differences 
between senior and junior generation variables, such as values, managerial styles, 
motivations, attitudes, and viewpoints need to be considered in examining intergenerational 
conflicts.  
This study also attempts to describe conflicts that occurred in family businesses and 
investigate factors that may worsen the conflicts. Three factors have been identified as the 
main drivers of conflict escalation. Based on the results of this study, future research 
regarding conflict escalation needs to focus on issues around the use of a dominating strategy 
by family members to deal with conflict between them, as this appears to be the only conflict 
handling strategy that escalates both inter- and intra-generational conflicts. Further study is 
necessary to clarify what factors underlie the conflict handling strategies reported by junior 
and senior family members in dealing with business-related conflicts. For example, can 
family cultures or individual values, characteristics, and personalities be factors that influence 
the way family members manage conflicts?  
 The roles of emotions in a conflict also require future study. Although conflicts and 
emotions are intertwined, limited studies on organizational conflict have been conducted 
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regarding this topic (Nair, 2008). The findings of this study indicate the roles of emotions, 
specifically negative emotions in the escalation of conflicts. To the best of my knowledge, no 
empirical studies have been conducted to examine the roles of emotions in family business 
conflicts. Further research may uncover answers to the following questions: Why do family 
members tend to express negative emotions in intra-familial conflicts? Does the expression of 
negative emotions of a family member influence others‟ emotions? Does the quality of family 
relationships affect the emotional reactions in business conflicts?  
The contribution of non-family member employees to the escalation of conflicts 
deserves further study. Van De Vliert (1981) recognized this possibility in the context of 
dyadic conflict. Empirical research is needed to confirm that non-family employees influence 
family business conflicts and to identify how they are drawn into the conflicts, what their 
reactions to conflict situations are, and how their involvement may enlarge or reduce the 
conflicts. This study could be further extended by including the roles of other parties, such as 
family members not in the business, friends, and third parties in the conflicts.  
Future research is encouraged to empirically test the propositions and the conflict 
escalation model proposed in this study to gain a better understanding of family business 
conflict and to explain why some family firms suffer more than others. As conflict is a 
dynamic process, an initial task conflict may escalate to the point where the family, business, 
and individual well-being are affected or may de-escalate toward resolution. In-depth future 
research is needed to explain the process of conflicts in family businesses, including how 
conflicts emerge, develop, and resolve.   
Regarding the methodological limitations, such as the small sample size, future 
research using a larger sample size is recommended to get a more comprehensive picture of 
family business conflict, such as the differences in characteristics of inter- and intra-
generational conflicts, at various levels of involvement, and in multi- and single generational 
family businesses. Furthermore, the used of a different methodology, such as a network 
analysis or a longitudinal study, may increase the understanding of conflict in family firms. 
Previous researchers have mainly focused on dyad conflicts between father – son or father – 
daughter relationships (Haberman & Danes, 2007) and have not paid much attention to the 
interpersonal relationships between team members. As family TMTs have a complex pattern 
of interactions, communication, and informal behaviors, it may be important to expand the 
unit of analysis from a dyad to a network in order to allow a more accurate diagnosis of 
family business conflict in which better conflict management strategies can be developed.  A 
longitudinal study can provide more knowledge about the process of how conflicts escalate.  
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Family Members Interview Questions 
Company Demographic Questions: 
1. Please tell me about the history of your company (year, the nature of business). 
2. How many employees (including family members) are there in this company? 
3. What is the approximate monthly sales at present: 
 Less than A$22,500 
 A$22,501 – A$222,500 
 A$222,501 – A$422,500 
 A$422,501 – A$622,500 
 More than A$622,500 
4. What generation currently runs the business (with the founding generation as the first)?  
5. Please draw the family tree. 
6. Please draw the organizational chart and identify yourself, family, and non family 
employees in the chart.  
7. Family members‟ demographics: 










Founder        
        
        
        
        
 
8. Please describe the ownership structure of this firm (Is the ownership in the hands of a 
single person or some family members? Do non-family members have ownership?).   
9. What is your perception of the current economic performance of your firm: 
(very healthy; healthy; average; unhealthy; very unhealthy)? 
A conflict is an experience between or among parties where their goals or interests are 
incompatible or in opposition. Think of the last time a conflict occurred: (1) between you and 
other family members; and (2) between family members in your company (please, indicate it 
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on the organization chart). Please describe the situation that led to those events and explain 
what exactly happened.  
 
Questions: 
10. When did the incident happen? 
11. What specific circumstances led up to this situation? 
12. What was the outcome of these events? 
13. What did you or your family members say or do at that time? 
14. Why did these events lead to clashes?  
15. What should you or your family have said or done?  
16. Has the incident had a positive or negative impact on the family relationships? 
17. Did it affect you, others (family non-family employees), and the business?   
18. How did it affect you, others, and the business? 
 
Non-Family Member Interview Questions: 
1. When were you born? 
2. What is your educational background?  
3. How long have you been working in this business? 
4. What is your current position in the company?  
5. How long have you been in this position? 
Think of the last time when a conflict occurred between family members in this firm. 
Describe the situation that led to those events and explain what exactly happened.  
 
Questions: 
6. When did the incident happen? 
7. What specific circumstances led up to this situation? 
8. What was the outcome of these events? 
9. What did family members exactly say or do at that time? 
10. Why did these events lead to clashes?  
11. What should family members have said or done?  
12. Has the incident had a positive or negative impact on family relationships? 
13. Did it affect you, others, and the business?   
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Interview Protocol  
(Bahasa Indonesia Version) 
 
Daftar pertanyaan untuk anggota keluarga: 
1. Mohon dijelaskan tentang sejarah perusahaan (tahun berdiri, bidang usaha) 
2. Berapa banyak tenaga kerja (termasuk anggota keluarga) yang ada di perusahaan? 
3. Berapa perkiraan penjualan per bulan saat ini? 
 Kurang dari Rp 209.250.000 
 Rp 209.250.001 – Rp 2.069.250.000 
 Rp 2.069.250.001 – Rp 3.929.250.000 
 Rp 3.929.250.001 – Rp 5.789.250.000 
 Lebih dari Rp 5.789.250.001 
4. Generasi ke berapa yang sekarang menjalankan bisnis (generasi pendiri dihitung sebagai 
generasi pertama) 
5. Mohon digambarkan bagan keluarga 
6. Mohon digambarkan struktur organisasi perusahaan dan identifikasi posisi anda, anggota 
keluarga, dan tenaga kerja non keluarga dalam bagan tersebut. 
7. Data demografis anggota keluarga. 











        
        
        
        
        
 
8. Mohon dijelaskan struktur kepemilikan perusahaan (apakah kepemilikan ditangan satu 
orang atau beberapa anggota keluarga? apakah ada orang yang bukan anggota keluarga 
mempunyai kepemilikan di perusahaan?) 
9. Menurut pandangan anda, bagaimanakah kinerja ekonomi perusahaan saat ini? 
(sangat sehat, sehat, rata-rata, tidak sehat, sangat tidak sehat) 
Konflik merupakan situasi yang dialami oleh beberapa orang yang tujuan, cara pandang atau 
kepentingannya tidak sejalan atau saling bertentangan.  
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Mohon dipikirkan/diingat kembali konflik yang terakhir terjadi atau yang paling jelas diingat: 
(1) antara anda dengan anggota keluarga yang lain; dan (2) antar anggota keluarga dalam 
perusahaan (mohon tunjukkan posisi mereka dalam struktur organisasi dan bagan keluarga). 
Jelaskan situasi yang menimbulkan terjadinya konflik tersebut secara terperinci dan jelaskan 
apa yang sesungguhnya terjadi. 
 
Pertanyaan: 
10. Kapan peristiwa tersebut terjadi? 
11. Konflik tersebut tentang apa? Jelaskan peristiwa tersebut secara terperinci. 
12. Apa keadaan tertentu/khusus yang menimbulkan situasi tersebut?  
13. Mengapa peristiwa tersebut menimbulkan terjadinya perselisihan? 
14. Apa yang anda atau anggota keluarga anda tepatnya katakan atau lakukan pada waktu itu?  
15. Apakah hasil/akibat dari kejadian tersebut? 
16. Apakah peristiwa tersebut berdampak positif atau negatif terhadap hubungan keluarga? 
17. Apakah peristiwa tersebut mempengaruhi anda? Anggota keluarga yang lain? Karyawan 
non keluarga? dan perusahaan? 
18. Bagaimana peristiwa tersebut mempengaruhi anda? Anggota keluarga yang lain? 
Karyawan non keluarga? dan perusahaan? 
 
Daftar pertanyaan untuk bukan anggota keluarga: 
 
1. Tahun berapa Anda lahir? 
2. Apakah jenjang pendidikan terakhir Anda? 
3. Berapa lama anda sudah bekerja di perusahaan ini? 
4. Apakah posisi anda di perusahaan sekarang ini?  
5. Sudah berapa lama anda berada pada posisi ini? 
 
Konflik merupakan situasi yang dialami oleh beberapa orang yang tujuan, cara pandang atau 
kepentingannya tidak sejalan atau saling bertentangan.  
Mohon dipikirkan/diingat kembali konflik antar anggota keluarga yang terakhir terjadi atau 
yang paling jelas diingat.  
Pertanyaan: 
6. Kapan peristiwa tersebut terjadi? 
 
 
                                       113 
  
7. Konflik tersebut tentang apa? Jelaskan peristiwa tersebut secara terperinci. 
8. Apa keadaan tertentu/khusus yang menimbulkan situasi tersebut?  
9. Mengapa peristiwa tersebut menimbulkan terjadinya perselisihan? 
10. Apa yang anda atau anggota keluarga anda tepatnya katakan atau lakukan pada waktu itu? 
11. Apakah hasil/akibat dari kejadian tersebut? 
12. Apakah peristiwa tersebut berdampak positif atau negatif terhadap hubungan keluarga? 
13. Apakah peristiwa tersebut mempengaruhi anda? Anggota keluarga yang lain? Karyawan 
non keluarga? dan perusahaan? 
14. Bagaimana peristiwa tersebut mempengaruhi anda? Anggota keluarga yang lain? 
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Appendix C 
Consent Form (Bahasa Indonesia Version) 
 
 
FORMULIR PERSETUJUAN UNTUK 
BERPARTISIPASI DALAM PROYEK PENELITIAN 
QUT  
– Wawancara – 
QUT Ethics Approval Number  
TIM PENELITI   
Komala Inggarwati Efendy  
School of Management 
QUT Business School  
 
Tel: +61 7 3138 86634  
komalainggarwati.efendy@student.qut.edu.au  
PERNYATAAN PERSETUJUAN 
Dengan menandatangi formulir ini, Bapak/Ibu/Sdr menyatakan bahwa Bapak/Ibu/Sdr: 
 telah membaca dan memahami lembar informasi terkait dengan penelitian ini  
 telah memperoleh jawaban yang memuaskan atas semua pertanyaan yang Bapak/Ibu/Sdr ajukan 
 memahami bahwa jika Bapak/Ibu/Sdr mempunyai pertanyaan tambahan Bapak/Ibu/Sdr dapat menghubungi tim 
peneliti 
 memahami bahwa Bapak/Ibu/Sdr  dapat mengundurkan diri kapan saja tanpa komentar atau pinalti 
 memahami bahwa Bapak/Ibu/Sdr  dapat menghubungi Research Ethics Unit on [+61 7] 3138 5123 atau email 
ethicscontact@qut.edu.au  jika Bapak/Ibu/Sdr  mempunyai persoalan tentang perilaku etis dalam penelitian ini  
 memahami bahwa data (tanpa identitas) yang diperoleh dalam penelitian ini mungkin akan dipergunakan 
sebagai data pembanding dalam penelitian selanjutnya.  
 setuju untuk berpartisipasi dalam penelitian ini 
 
Silahkan memberi tanda centang (√) pada kotak yang sesuai:  
 Saya setuju wawancara ini direkam  
 Saya tidak setuju wawancara ini direkam 
 
Nama  
Tanda tangan  
Tanggal   
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Appendix C 
Consent Form (English Version) 
 
 
CONSENT FORM FOR QUT RESEARCH PROJECT 
 
– Interview – 
QUT Ethics Approval Number  
RESEARCH TEAM   
Komala Inggarwati Efendy  
School of Management 
QUT Business School  
 
Tel: +61 7 3138 86634  
komalainggarwati.efendy@student.qut.edu.au  
STATEMENT OF CONSENT 
By signing below, you are indicating that you: 
 have read and understood the information document regarding this project 
 have had any questions answered to your satisfaction 
 understand that if you have any additional questions you can contact the research team 
 understand that you are free to withdraw at any time, without comment or penalty 
 understand that you can contact the Research Ethics Unit on [+61 7] 3138 5123 or email 
ethicscontact@qut.edu.au if you have concerns about the ethical conduct of the project 
 understand that non-identifiable data collected in this project may be used as comparative data in future projects 
 agree to participate in the project 
 
Please tick the relevant box below: 
 I agree for the interview to be audio recorded 




Date   
 
Please return this sheet to the investigator. 
 
 


























Irritated   
Hit the wall 





Does not listen to others 
Lack of experience 
Still young 
consider their children as 
„kids” 
   
Intensity of conflict: 
 













Delay the decision making 
Decided by my self 
Silent 
Quiet 
















Fired from the company 
Expelled from home 
Family level: 
Do not talk each other 





Lost market share  
Could not compete 
Decrease in sales  
Confusing non-family 
members 




Did not talk with 
Avoid to meet  
Communication not smooth 
 No communication 












Demographic Characteristics of Participants  
Description 
Company 
A B C D E F Total 
Business Profile:        
Business Type Manufacturing Manufacturing Trading Manufacturing Manufacturing Manufacturing  
Monthly Sales (A$) 1,612,903 - 
2,150,537 
4,258,064 > 662.500 17,921,146 2,649,462 26,881,720  
Labours 2,000 2,000 110 1,700 540 2,000  
Generation 1
st



















Tenure (years) 25 16 42 59 10 70  
Number of Family 
Members in the 
Business 
6 3 8 3 3 6 29 
Number of Family 
Members interviewed 
4 2 2 2 3 4 17 
Number of Non-
family Employees in 
TMT 
3 2 2 2 1 1 11 
Number of Non-
family Employees in 
TMT interviewed 






Demographic Characteristics of Participants (Continuation) 
Description 
Company 
A B C D E F Total 
Family Member Participant Profile: 














Gender Male Male Male Male Male Male  
Age (years) 57 41 65 51 31 64  
Education High School Undergraduate High School Undergraduate Undergraduate High School  
Tenure (years) 25 15 42 25 8 44  
Relation with Founder 
Founder Son Founder 
Son Son 
Son  

















        
        






Demographic Characteristics of Participants (Continuation) 
Description 
Company 
A B C D E F Total 
 
Second Participant 














Gender Male Male Male Female Male Male  
Age 27 36 32 59 29 38  
Education Postgraduate Undergraduate Undergraduate Undergraduate Undergraduate Postgraduate  
Tenure 5 12 8 31 6 15  





































Demographic Characteristics of Participants (Continuation) 
Description 
Company 
A B C D E F Total 
 
Third Participant 
       
Generation 2
nd





Gender Female    Male Male  
Age 30    62 26  
Education Undergraduate    High School Undergraduate  
Tenure 6    10 1  
Relation with 
Founder Daughter 
   Founder Grandson  




Business Unit A 








        
 
 






Demographic Characteristics of Participants (Continuation) 
Description 
Company 
A B C D E F Total 
 
Fourth Participant 
       
Generation 2
nd 
    3
rd 
 
Gender Male     Male  
Age 30     23  
Education Undergraduate     Undergraduate  
Tenure 6     1  
Relation with 
Founder 
Son In-law     Grandson  




Business Unit A 














Demographic Characteristics of Participants (Continuation) 
Description 
Company 
A B C D E F Total 
Non-family Employee Participant Profile: 
First Participant        
Gender Female Male Female  Male Male  
Age (years) 46 45 55  56 51  
Education Undergraduate Undergraduate Undergraduate  Postgraduate Undergraduate  
Tenure (years) 14 10 30  5 15  
Position in the Business 














Second Participant        
Gender      Female  
Age (years)      35  
Education      15  
Tenure (years)      Diploma  
Position in the Business 









The Outcomes of Conflicts 
Incidents & parties 
involved Outcomes of conflict Types of the outcomes  
1A, 7A 
Father (A1) – son 1 
 
“Conflict affects our relationship. My son 
didn‟t talk with me and avoided meeting 
me.” (Participant A1) 
“The conflict affects employees.  
 
When we didn‟t agree with the father, we 
talked to the children. Some employees hid 
behind the children when they had a 












“Communication among siblings is not 
smooth.” (Participant NF A1) 
“Employees sometimes take advantage of 
the conflict. They hide behind conflicting 
parties. It formed several blocks. Block of 
the daughter. Block of the son.” 











Father – son (B2) 
 
“Finally, I was fired from the company and 
expelled from home. We did not talk to 
each other for a long time.” (Participant 
B2) 
“Then, this business unit could not 
compete and lost its market share 
significantly.” (Participant B2) 
“As a result, the sales of C fell down.  
Now, business unit C is considered as a 
burden (of the holding company).”  





Negatively affect family 
relationships 
 
Negatively affect business 
performance 
11B  
Father – son (B1) 
“I said nothing and went home. I avoided 
frontal conflict. In the next few days, I met 
him when he was calm. We discussed it 
again. Finally, we came up with a mid-way 
solution.” (Participant B1) 








Appendix G  
The Outcomes of Conflicts (Continuation) 
Incidents & parties 
involved 
Outcomes of conflict Types of the outcomes 
10B, 14B 
Siblings (B1-B2) 
“There is almost no communication among 
them. They communicate and control what 
their family members want through a third 
party (employees).” (Participant NF B1) 
“Employees got confused because each 
family member gave opposing directions.”  
(Participant NF B1) 
“Conflicts may not directly influence the 
business performance. Conflicts occurred at 
a certain level (top management level). 
Therefore, production (operational level) 
runs as usual. They are aware of not 
disrupting the business activities.” 
(Participant NF B1) 




Does not directly affect 
business operation   
17C 
Father (C1) – son 
(C2) 
“I had felt frustrated that my ideas could not 
be accepted.” (Participant C2) 
“They (family members) have  good 
relationships.” (Participant NF C1) 
Negatively affect individual 
well-being 
Does not affect family 
relationships 
18D, 19D 
Siblings (D1-D2)  
“I used the disagreement to confirm whether 
the decision that would be taken was right 
or wrong.” (Participant D1) 
“Generally, conflict does not influence our 
relationships in the family because we are 
all committed to our family values.” 
(Participant D1) 
Positively affect business 
operation 
















Appendix G  
The Outcomes of Conflicts (Continuation) 
Incidents & parties 
involved 
Outcomes of conflict Types of the outcomes 
22E, 23E, 24E, 25E, 
26E 
Siblings (E1-E2) 
“So far, conflict at the workplace does not 
affect their (sibling) relationships.” 
(Participant E3) 
“Conflict does not interfere with our 
relationships. We do not have any problem 
outside the business.” (Participant E2) 
Does not affect family 
relationships 
27F 
Son/cousin (F3) – 
father/uncle (F1) 
 
“Conflicts over business issues are frequent. 
For us, working is working, family is 
family. If we debate something in the 
workplace, then it‟s over. It does not 
influence our personal/familial 
relationships.” (Participant F3) 
 “There is a lot of disagreement over various 
issues. Essentially, they can distinguish 
between family and work.” (Participant NF 
F2) 















Conflict Handling Strategies Used by the Participants and their Impacts 
Company Incident 
number 




Outcomes of conflict 
A 5A, 6A Father (A1) – 
daughter (A3)/son 
in-law (A4) 
“My father is still dominant. He must 
be obeyed.” (A3)  
“The father is dominant and 
powerful. Once he made a decision, 
his children could not do anything. 
He does not listen to his children‟s 
opinions.” (NF A1) 
“To avoid a protracted conflict, we 
just say “look at the future.” (A3) 
“I‟m an easy going person. Arguing 
is useless and time consuming. 
Therefore, I, first, will follow my 
father‟s suggestion, but then, I will 
do my own way.” (A4)  
(father): Dominant; 
must be obeyed; high 
concern of self; low 
concern of others 
(daughter & son in-
law): Avoid arguing 
and confrontation 







 1A, 7A, 
9A 
 
Father (A1) – son 1 “Unbeknownst to his father, the son 
raised the employees‟ salary.” (NF 
A1) 
(father): dominant 
(son 1): high concern 




“Conflict affects our 
relationship. My son 
didn‟t talk with me 
and avoided meeting 









Conflict Handling Strategies Used by the Participants and their Impacts (Continuation) 
Company Incident 
number 





Outcomes of conflict 
 2A Husband (A1) – 
wife 
 
“My wife often relents to me. There 
must only be one captain on a ship.” 
(father): dominant 






 3A, 4A Father (A1) – son 
(A2) 
“Conflict mostly occurs because 
parents are still dominant. My 
father‟s desire must be fulfilled. I 
tend to relent.” (A2) 
(father): dominant 
Son (A2): relent 
Obliging  “When conflict is over, 
I‟ll forget it. I do not 
bring up what has 
happened.”(A2) 
“They are, finally, 
involved in the conflict.” 
(A2) 
 
 8A Siblings (A2 – A3) “Perhaps my brother would like to 
warn me, but I didn‟t easily accept 
his comments.” (A3) 
“Her brother reminded her but she 
refused to listen. Siblings were 
conflicting.” (NF A1) 
 
Brother (A2): won‟t 
relent 





siblings is not smooth.” 
(NF A1) 
“They (employee) hid 
behind conflicting parties. 
It formed several blocks. 
A block of the daughter 







Conflict Handling Strategies Used by the Participants and their Impacts (Continuation) 
Company Incident 
number 




Effect of conflict 
B 10B, 14B Siblings (B1 – B2) “If I had to talk to them (siblings) 
and they still could not understand it, 
I decided it by myself and let them 
see the result.” (B1) 
“Basically I was not against the plan. 
But we needed a good business plan 
that describes the amount of 
investment required and the 
projection of the income. If we did 
not have it (business plan), I 
objected.” (B2) 
(older brother/B1): 
High concern of self; 













“There is almost no 
communication 
among them. They 
communicate and 
control what their 
family members want 
through a third party 
(employees).” (NF 
B1) 
“As a result, the sales 
of the business unit 
fell down.  Now, the 
business unit is 
considered as a 
burden (of the 
holding).” (NF B1) 
 
“Disagreements 
among them lead to 
employees being split 
into blocks or 
















Effect of conflict 
 11B Father - son (B1)  “When I was in a conflict with my 
father, I became quiet. I went home. 
The next day, I came again and if my 
father became calm, we discussed it 
again. Finally, we came up with a 




seeks his father‟s 
approval; 
moderate/high 
concern of self as 












“The younger son and 
his father are often 
involved in a conflict 
but the elder son is 
not.” (NF B1) 
“I am rarely involved 
in a conflict with my 
father. My younger 
brother is.” (B1) 
 12B,13B Father - son (B2) 
“I am an outspoken person. I will say 
whatever I want to say. My father 
does not like my style. We always 
debate about (how to run) the 
company.” 
(father & son): they 
both  insisted their 




“Finally, I was fired 
from the company and 
expelled from home. 
We did not talk to 












Conflict Handling Strategies Used by the Participants and their Impacts (Continuation) 
Company Incident 
number 




Effect of conflict 
C 16C,17C Son/nephew (C2)  – 
father (C1)/uncle 
“I also was unwilling to argue (with 
my father and my uncle).” ( C2) 
(the son/nephew): 
Avoid arguing; low 
concern of self  
Avoiding/ 
Obliging  
“We live nearby and 
we are close to one 
another. We do not 
talk about business at 
home. If there is a 
tension in the office, 
we talk about our next 
holiday at home (we 
go traveling together 
once a year).” (C2) 
 15C Siblings (C1 – 
brother) 
“We hold some principles to avoid / 
reduce conflict, including giving 
others the opportunity to share their 
ideas.” (C1) 
“There was infrequent conflict 
among directors (senior generation). 
They are not selfish.” (NF C1) 
(both): tolerance for 
different views; 



























Effect of conflict 
D 18D,19D Siblings (D1 – D2) “We share strategic decisions to 
other owners. Although based on 
organizational structure she is lower 
than us, as shareholders we are 
equivalent.” (D1) 
“If other shareholders have strong 
different reasons, we delay making a 
decision.” (D1) 
“If one of us gets emotional, others 
will go back to work and let him/her 
calm down.” (D2) 
(brother): attempt to 
find a solution that 









does not influence our 
relationships in the 
family because we are 
all committed to our 
family values (we 
should be unified and 
keep harmony in our 
family). When 
conflict occurs, we 
resolve it soon.” (D1) 
“I used the 
disagreement to 
confirm whether the 
decision to be taken is 













Conflict Handling Strategies Used by the Participants and their Impacts (Continuation) 
Company Incident 
number 




Effect of conflict 








Siblings (E1 – E2) “If we have a disagreement, I meet 
them (my father and my brother) to 
talk and explain my reasons.” (E1) 
“I asked him (brother) why he bought 
it in that place. If he had a good reason, 
I accepted it. If I thought there was a 
better place, I would tell him. Usually, 
he accepted it because my idea was 
better than his.” (E1) 
“My brother disagreed with me. We 
delayed the decision. I‟m studying the 




different views; try 







“So far, conflict at 




“Up to now, they have 
good self-control. 
Therefore, there is no 
serious conflict among 
them as well as with 




Father (E3) – 
children (E1, E2) 
“When I explained my reasons, my 
father could understand me.” (E2) 
“But I have to accept the decision 
made by the majority. For me, once a 
decision has been made, we are 
committed.” (E2) 
“As a parent, I have to listen to them 
because to some extent they may be 
right. For me, the losses resulting from 
a decision are like a tuition fee for 
learning to be better next time.” (E3) 
(brother/son/E2): 



















 Conflict Handling Strategies Used by the Participants and their Impacts (Continuation)  
Company Incident 
number 




Effect of conflict 
F 27F Father/uncle (F1)– 
son/nephews (F2, F3, 
F4) 
 
“The important thing is „don‟t just 
talk and force your own idea on 
others‟. One must present good 
arguments to get support from other 
family members.” (F1) 
 
“We established a „corporate‟ as a 
forum for making a decision.” (F2)a 
 
“We avoid frontal conflict. But we 
never give up. We keep trying to get 
approval for senior members.” (F3) 
 
Father/uncle (F1) and 
son/nephews (F2, F3, 
F4): group 








 Note: a) this forum consist of all family members involved in the firm.  
 
